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DATE : September 20, 2016 4.
RE: IN THE  MATTE R  O F  R E C E NT W ATE R  O UTAG E S ,  W ATE R  Q UALITY,

AND C US TO ME R  S E R VIC E  IS S UE S  AT BR Q O KE  W ATE R ,  LLC  AND
CIRCLE C ITY WATER C OMP ANY, LLC AN D TH E N E E D F DR
P O TE NTIAL R E ME DIAL AC TIO NS ; DO C KE T NO S .  W -0 3 0 3 9 A-1 6 -0 3 2 2
AND W-03510A-16-0322

INTRODUCTION

Enclosed are  the  Commiss ion S taffs  memorandum and proposed order for In the  Matte r of Recent
Water Outages , Water Quality, and Cus tomer Service  Is sues  a t Brooke Water, LLC and Circle  City
Wa te r Compa ny, LLC a nd the  Ne e d for P ote ntia l Re me dia l Actions ; Docke t Nos . W03039A-16-
0322 and W03510A-16-0322. This  is  only a  S ta ff recommenda tion to the  Commis s ion; it has  not
ye t become an orde r of the  Commis s ion. The  Commis s ion can decide  to accept, amend or re ject
Staffs  proposed order.

You ma y mile  comme nts  to due  re con1Ine nda tion(s ) of the  propos e d orde r by filing a n
origina l and thirteen (13) copies  of die  comments  with the  Commiss ion's  Docke t Control Cente r a t
1200 W. Washington St., Phoenix, AZ 85007 by 4:00 p.m. on or before  September 22, 2016.

This matter may be scheduled for Commission deliberation at its Open Meetings scheduled
September 23, 2016, at 10:00 a.m.

If you have  any ques tions  about this  matte r, please  contact Thomas  Broderick, Director, a t
(602) 542-7270.

BACKGROUND .

On August 21, 2016 at approximately 9:00 p.m., a water outage occurred on the Brooke
Water, LLC ("Brooke") Lakeside Water system ("Lakeside") with service interruptions of varying
magnitudes occurring over a three day period from five separate water line breaks. The Arizona
Corporation Commission ("Commission") held a Special Open Meeting on Monday, August 29,
2016, to receive a status update on the water outages, water quality, and customer service issues at
Brooke and Circle City Water Company, LLC ("Circle City") and to discuss a possible complaint or
order to show cause, possible preliminary relief, or other enforcement action. After a lengthy
discussion of  the outage and measures taken by the Company to address the outage, Me
Commission asked the Utilities Division Staff to do a report about Brooke and Circle City, their
complaint history, circumstances surrounding the outage, and other matters relating to customer
responsiveness, Financial fitness and operating condition of the Companies' plant. The Staff was
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a ske d to a lso look a t the  his tory of othe r a ffilia te d wa te r compa nie s  in Arizona . This  Me mora ndum
conta ins  S ta ffs  a na lys is  a nd  re com m e nda tions  with  re s pe c t to  re m e dia l a c tions . Du rin g  its
p re p a ra t io n  o f th is  R e p o rt ,  S ta ff c o n fe rre d  with  Mr.  R o b e rt  Ha rd c o d e  o n  th e  fin d in g s  a n d
re comme nda tions  conta ine d he re in.

_Y/yor! Suwmag/ 0fBr00/ée, B UI and I/9eirArZ 0na Ajifialef

Brooke  a nd Circle  City a re  corpora tions , the  s ha re s  of which owne d by Robe rt Ha rdca s tle
(10 pe rce nt) a nd Chrys ta l Inve s tme nts  (90 pe rce nt). The y provide  wa te r se rvice  to a n a re a  north of
P a rke r,  Arizona  a long the  P a rke r s trip ,  a nd  to  a n  a re a  ne a r Circ le  City,  Arizona . Mr.  R o b e rt
Ha rdca s tle  is  the  ma na ging me mbe r of Brook a nd Circle  City. The se  two compa nie s  we re  origina lly
owne d by Consolida te d Wa te r Utilitie s  Co. LTD ("Consolida te d"). Consolida te d Ble d a  ba nkruptcy
pe tition unde r Cha pte r 11 a nd subse que ntly a ll of the  a sse ts  of Consolida te d we re  sold a t a n a uction
sa le  on Qctobe r 16, 1995 to Brooke . In De cis ion No. 59435 (De ce mbe r 29, 1995), the  a pplica tion
for a pprova l of the  sa le  of a sse ts  a nd tra ns fe r of Ce rtifica te  of Conve nie nce  a nd Ne ce ss ity (CC&N)
of its  Apa che  J unction Divis ion from  Cons olida te d to Brooke  wa s  a pprove d.1 In  De c is io n  No .
59754 (]fly 18, 1996). die  a pplica tion for a pprova l of the  sa le  of a sse ts  a nd tra ns fe r of the  CC&N of
Circle  City a nd Brooke  from Consolida te d Ltd to Brooke  wa s  a pprove d by the  Commiss ion.

In 1996, Brooke  purcha se d Unite d Utilitie s , C&S Wa te r Compa ny, De se rt Utilitie s , E&R
Wa te r, High Country Wa te r, P ine -Oa k Wa te r a nd Willia ms on Wa te rworks  a ll of which ha d
outstanding Orders to Show Cause with customers experiencing billing issues, water service issues
and water shortages. See Decision No. 58779. The systems were M a deteriorating state.

In e a rly 1998, a pplica tions  we re  ma de  to re orga nize  the  wa te r utilitie s ' s tructure  of Brooke
Utilitie s , Inc. ("BUI") 25 to re orga nize  the  Compa nie s  to corre spond with ge ogra phica l bounda rie s .
Th e  a p p lic a t io n s  in c lu d e d  re q u e s ts  fo r a p p ro v a l o f th e  t ra n s fe r o f p o rt io n s  o f a s s e ts  a n d
corre s ponding CC&Ns  of BUTs  e xis ting wa te r com pa nie s ,  Brooke  Wa te r,  C&S  De s e rt Utilitie s ,
High  Coun try,  P ine -O a k E &R,  Un ite d  Utilitie s  a nd  W illia m s on  W a te rworks ,  to  the  fo llowing
compa nie s : Brooke  Wa te r, Circle  City Wa te r C., LLC, Tonto Ba s in Wa te r Co., Inc., P a yson Wa te r
Co., Inc., P ine  Wa te r Co., Inc., S trawbe rry Wa te r Co., Inc., and Nava jo Wa te r Co., Inc. The  purpose
of die  re orga niza tion wa s  to a chie ve  ope ra ting, a dminis tra tive , a nd re gula tory re porting e fficie ncie s .
The re  we re  no cha nge s  in te rms  of ra te s  a nd ta riffs , owne rship, ma na ge me nt or ope ra tions  of the
curre nt wa te r sys te ms . The  Commiss ion a pprove d the  re orga niza tion on J une  19, 1998 in De cis ion
No. 60972.

Various sa les and condemnations have  resulted in CC&N cancella tions for the  Pine  Water
Compa ny a nd  the  S tra wbe rry Wa te r Compa ny. On  Octobe r 6 ,  2009 , a  F ina l Orde r o f
Conde mna tion wa s  e nte re d by the  S upe rior Court in Ca s e  No. P 1300CV20090785 ve s ting
ownership and possession of Pine Water Company and the  Strawberry Water Companyjn the  Pine

1 In Decision No. 59435, (December 20, 1995), the transfer of the Apache junction Division from Brooke to the Water
Utilities Community Facilities District and cancellation of the CC&N for Apache Junction was approved.
2 BUI was controlled by Chrystal Investments LLC which owned 90 percent of the stock and by Mr. Robert Hardcastle
who owned the remaining 10 percent of the stock. The Commission's e-Corp lists BUI as not in good standing and
having been administratively dissolved for not Blind annual reports.
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Strawberry Water Improvement District. The  CC&Ns for both Pine  and Strawberry were  cancelled
on April 6, 2010.

Payson Wate r Company, Tonto Bas in Wate r Company and the  Nava jo Wate r Company
were subsequently sold to J, W. Water Holdings in June, 2013 under a  confidential Stock Purchase
Agreement.

Brooke  a nd Circle  City a re  loca te d in the  Countie s  of La  P a z a nd Ma ricopa  re s pe ctive ly.
Brooke  se rve s  a pproxima te ly 2,000 cus tome rs  a nd Circle  City se rve s  a pproxima te ly 190 cus tome rs
re spective ly. Brooked has  7 sys tems (if Circle  City is  included a s  a  sys tem) with cus tomer counts  a s
follows : Holida y Ha rbor (226), La ke s ide  (799), Ma rina  Villa ge  (226), Moova lya  Ke ys  (553), P a rke r
Da m (191), Rio Lindo (31) a nd Circle  City (190). Ta riffs  for Brooke  Wa te r have been in e ffect s ince
April 1, 1994. Ta riffs  for Circle  City Wate r Co. have  been in e ffect s ince  J anua ry 8 1998.

The Recent Brooke Water LLC Ozziage

The outage occurred on a Sunday evening around 9:00 p.m. in Parker, Arizona. It initially
affected approximately 50 customers. Mr. Hardcastle first reported the outage to the Conlrnission's
Consumer Services Div ision on Monday, August 22, 2016, at 1:44 p.m. Two additional leaks
erupted and were reported.

In the morning of August 23, 2016 at 7:09 a.m., Mr. Hardcasde provided an update advising

that Company personnel had again worked through the night repairing water main leaks. The main

leaks were caused by a high pressure reducing valve failure. The valve was located between four

sections of customers separating upper Lakeside from lower Lakeside. The customers are separated

by various pressure zones because of elevation differences in the service areas. A high pressure

reducing valve holds back high pressure on one side of a valve against lower pressure on the other

side of the valve. The Company also reported that two additional leaks had erupted. On Tuesday

evening, August 23, 2016, Staff was advised that the valve was repaired and water was slowly being

introduced back into the lines and that by approximately 10:00 p.m., the lines were fully pressurized.

Water service had begun to slowly return to interrupted customer service sites on August 23rd.

According to the Company, complete pressurization of the system was completed the evening of

August 23rd. Mr. Hardcasde also advised in an email communication to Staff the next morning that

water (non-potable) was delivered to a location in Parker for customers use and bottled water was

also delivered.

S ta ff Engine e r Fra nk S ma ila  note d tha t the re  ha d be e n a  tota l of 5 bre a ks  be twe e n S unda y
e ve ning a nd Tue sda y a t 1:30 in the  morning. The  bre a ks  occurre d ove r a  thre e  da y pe riod (Augus t
21, 2016 thru August 23, 2016). The  breaks  were  in the  same  gene ra l a reas  in the  low e leva tion a rea
a round the  rive r.

3 Annual Reports for year ending 12/31 I2015.
4 Annual Report for Year Ending 12/31 I15.
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At the  Ope n Me e ting, Mr. Ha rdca s tle  s ta te d tha t on Tue s da y morning, a fte r nume rous
conversa tions  with the  water opera tor, Dale  Allied, he  made the  decis ion to contact odder indus try
s ource s  be ca us e  of the  numbe r of ite ms  tha t ne e de d a tte ntion. He  conta cte d EP COR (La ke
Havasu/Bullhead City) to as s is t M re turning cus tomers  to s e rvice . On Augus t 248', EPCOR made
pe rma ne nt re pos  during a  pla nne d outa ge  la s ing a bout a n hour tha t include d re building the
pres sure  re lease  va lve . Mr. Hardcas tle  then reported to Me Commiss ion's  Consumer Section tha t
the  Lakes ide  water sys tem was  functioning normally. EPCOR should be  commended for providing
assistance to a smaller water company when it needed help.

At various does of repair during aNs period as many as 200 plus customers (and as few as
50 plus customers were out of service depending on pressure zones repair status and constnlction
replacement. The Lakeside system has approximately 800 customers with 200 of these customers
on the lower system and 600 on the upper system.

Consumer Services  and others  at the Commiss ion began receiving calls  from customers  and
County Officia ls  on Augus t 23'd about the  outage . They reported tha t they were  having difficulty
reaching the  Company personnel to obta in information on the  outage . Chairman Lithe  convened a
mee ting with a  number of agencies  on Friday morning, Augus t 26th. The  primary purpos e  of the
mee ting was  to dis cus s  wha t went wrong with the  communica tions  regarding the  outage  and the
need to immedia te ly de te rmine  tha t the  wa te r was  s a fe  to drink. An ADEQ ins pector went out on
Friday to te s t the  wa te r to ens ure  tha t it was  s a fe  to drink. Notiticadon was  rece ived from ADEQ
over die weekend that the water was clean and safe to drink.

Apparently, County and Emergency officia ls  had not been contacted about the  outage. One
Officia l indica ted tha t while  the  outage  occurred on Sunday, he  did not hear about it until Tuesday.
Further, he  heard about it from a cus tomer; not the  Company.

Because of the numerous concerns raised regarding water safety, lack of cornrnunication and
various other concerns such as the safety of the asbestos piping used in the system; the Utilities
Division Staff was asked to look at diesel issues and report back to the Commission.

STAFF ENGINEERING, CONSUMER SERVICE AND FINANCIAL FINDINGS

The Brooke Wafer Plant Fad/ifief -- Engz'neerz'ng Field InJ]>ecz'ionFzlndz'1;gJt

The  plant facilitie s  were  He ld ins pected on Augus t 29, 2016 by S ta ff Enginee r Frank
Smaila . Da le  Allied, Brooke 's  sys tem opera tions  superintendent, accompanied Mr. Smaila  on the
s ite  vis it, The Engineering Report is  a ttached as  Exhibit A.

Lakeside water system's main and only water source is die Colorado River. Two 10

horsepower pumps are utilized to transfer river water to two pressure sand Filters. Pressure Filters

are used to remove solids from the river water. Pressure filter backwash is sent to two 50,000 gallon

lined backwash ponds. The Company owns three storage tanks (1-50,000 gallon, 1 - 100,000 gallon
and 1- 300,000 gallon) in the Lakeside water system. The Eltered water is chlorinated and sent to a
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50,000 gallon s torage tank. This  s torage tank utilizes  a  25 horsepower boos ter pump to deliver the
chlorinated drinking water to a 300,000 gallon and a 100,000 gallon s torage tank. The tanks  and one
pre s s ure  re ducing va lve  de live r the  drinking wa te r to a pproxima te ly 800 prima rily re s ide ntia l
connections .

S ta ff de te rmined bas ed upon its  He ld ins pection tha t the  mechanica l equipment is  in
good working order and mainta ined adequa te ly. The  exte rior of a ll plant equipment made  of s tee l
ha s  not be e n a de qua te ly ma inta ine d. The  ma jority of die  dis tribution s ys te m piping is  ma de  of
asbestos  cement and the safety of die piping was questioned during die Special Gpen Meeting.

Staff Engineer Frank Smaila  observed through use  of a  camera  te lephoto lens , that the
rus t was  quite  extens ive on the 50,000 gallon s torage tank with due poss ibility of rus t through to the
tank interior suspect. If the  interior has  been compromised, contamination could occur.

At the  Specia l Open Mee ting, much conce rn was  expres s ed rega rding the  a s bes tos
cement piping. At the  Specia l Open Meeting, Mr. Smaila  indica ted tha t the  pipes  have  been in the
ground s ince  1962 and are  probably ge tting near the  end of the ir useful life . This  type  of pipe  was
ins ta lled in water sys tems  in North America  s tarting in the  1930s  until early in the  1980s . It was  an
affordable  non-corroding a lternative  to meta llic pipes  in areas  prone  to corros ion. Health concerns
often led to the  ins ta lla tion of new pipe  materia ls  including meta llic or PVC, a lthough there  was  no
evidence of water-born Fiber related illnesses . Asbes tos  cement piping as  of the mid-1990s  in North
America  was  as  high as  12 to 15 pe rcent of a ll potable  wa te r ma ins . The  Company is  s ubject to
ma nda tory pa rticipa tion in the  Monitoring As s is ta nce  P rogra m ("MAP "). Howe ve r, MAP  only
conducts  a s bes tos  s ampling a t the  entry point of the  dis tribution s ys tem. MAP la s t ana lyzed for
as bes tos  in February of 2013 and the  res ults  were  nearly non-de tect. According to ADEQ the
asbestos sampling frequency for Lakeside is  only once every 9 years.

In the Lakeside System, Pressure Reducing Valves are used to reduce the pressure of the
water de livered to cus tomers  in low lying areas . If it were  not used, the  water pressure  in low lying
a reas  would be  we ll ove r 100 ps i. The  Pres s ure  Reducing Va lve  Ers t fa iled on Augus t 21, 2016
resulting in the  firs t water line  break on Harbor Drive . Afte r four more  breaks , die  opera tor noticed
on August 23, 2016 a small diameter copper line, part of die  Pressure Reducing Valve, was  leaking.
This  was  repaired and then the operator noticed that the Pressure Reducing Valve was not operating
prope rly. Mr. Hardcas tle  took the  extraordina ry s tep of ca lling EPCOR in to he lp becaus e  of the
number of issues  presenting.

The  Utilities  Divis ion Engineering Section made  die  following conclus ions  based upon
the s ite  vis it and analys is  of information obtained regarding the Brooke - Lakes ide 's  operations :

a The Lakes ide  water sys tem cons is ts  of two 10 hp pumps , two pressure  sand filters ,
two 50,000 gallon lined backwash ponds , one  chlorina tor, three  s torage  tanks , one
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boos te r pump, one  pre s s ure  re duc ing  va lve  a nd  a  d is tribution  s ys te m s e rving
approxima te ly 800 primarily re s identia l connections .

b) The  Lakes ide  wa te r s ys tem has  adequa te  s ource  production and s torage  capacity to
serve  the  present cus tomer base  and reasonable  growth.

c The  ma jority o f the  d is tribu tion  s ys te m p ip ing  is  ma de  of a s be s tos  ce me nt.

d) Da le  Allie d, the  ope ra tion s upe rinte nde nt, s upe rvis e s  the  ope ra tion of La ke s ide
wa te r s ys te m a nd s ix othe r wa te r s ys te ms  a nd ha s  a pproxima te ly s e ve n ye a rs  of
e xpe rie nce  a s  a  ce rtifie d ope ra tor. Mr. Alfre d doe s  a  good job running the  wa te r
sys tem and is  extremely conscientious  but appears  to lack experience  and knowledge
of Pressure  Reducing Valves .

e AH of Brooke  Wa te r S ys te ms , P WS  No 's  15 -006 , 15 -010 , 15 -011 , 1527 , 15 -040 , 15 -

0 5 8  a n d  0 7 -1 1 2 ,  a re  in  c o m p lia n c e  with  ADE Q  re q u ire m e n ts  a n d  a re  c u rre n t ly

d e live rin g wa te r th a t me e ts wa te r qua lity s ta nda rds re q u ire d b y Ariz o n a

Ad m in is tra tive  Co d e  ("A.A.C."),  Title  1 8 ,  Ch a p te r 4 .

The  Compa ny is  not loca te d wida in a n ADWR Active  Ma na ge me nt Are a  a nd a ll
Bro o ke  Wa te r S ys te m s  a re  c u rre n tly n o t in  c o m p lia n c e  with  d e p a rtm e n ta l
requirements  gove rning wa te r provide rs  and/or community wa te r s ys tems .

8) Ac c ord ing  to  the  ACC Utilitie s  Divis ion  c omplia nc e  da ta  ba s e , the  Brooke
Lakes ide  Sys tem has  no de linquent Commiss ion compliance  items .

h) The  Company does  not have  a  Curta ilment Ta riff on File .

i) The  Compa ny ha s  a n a pprove d Ba ckflow P re ve ntion Ta riff on file  with a n e ffe ctive
da te  of J anua ry 13, 1994 when the  wa te r s ys tem was  owned by Cons olida ted Wa te r
Utzilides , LTD.

D The  50,000 ga llon s torage  tank has  extens ive  rus t and pos s ibly the  inte rior has  been
compromis ed.

k) The  exte rior surface  of a ll tanks  have  surface  rus t and degrading pa int.

1) The water loss cannot be calculated due to the Company not measuring the

backwash water utilized.

The 100,000 storage tank was overflowing drinking water contributing to overall

water loss.
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n The  Lakes ide  wa te r s ys tem experienced s e rvice  inte rruptions  from Eve  s epa ra te
water line breaks over a three day period (August 21 , 2016 through August 23, 2016.)

Cir?/e CI Plant

According to the 2015 Annual Report, the Circle City water system consists of one 75 rpm
groundwater well, four storage tanks (totaling 125,000 gallons), two 10 hp booster pumps, and one
5,000 gallon pressure tank, one chlorinator and a distribution system serving approximately 186
customers. The system is located in Maricopa County and is self-sustaining and does not purchase
water from another water system. Dale Alfred is the certified operator.

According to the  Maricopa  Environmenta l Se rvices  Department ("MESD") Compliance
Status  Report, dated September 7, 2016, MESD reported that Public Water Sys tem ("PWS") No.
07-112 is  in compliance  with MESD requirements  and is  currently de live ring wa te r tha t mee ts
water quality s tandards  required by Arizona Adminis trative Code, Title  18, Chapter 4.

The  wa te r s ys te m is  not loca te d within a n ADWR Active  Ma na ge me nt Are a . Staff
rece ived Water Provider Compliance  Sta tus  Reports  da ted September 1, 2016, in which ADWR
reported tha t the  wa te r s ys tem is  currency not in compliance  with depa rtmenta l requirements
governing wa te r provide rs  and/or community wa te r s ys tems . ADWR s ta tes  tha t "No Record of
Submiss ion for 1s t Update of dieir Sys tem Water Plan" has  been provided as  reaMed.

Cmrower 56wzk8 and Oulagef -- Comuwer Sefvzke Sealiofz 3 Finding;

S ta ff looke d a t the  compla int h is tory of Brooke  a nd Circ le  City a nd the  numbe r of
unplanned outages  which occurred in the las t year, as  well as  the Company's  handling of the outage
in Augus t, 2016.

Brooke's complaint history from 2005 through 2016 is contained in Attachment B at pages
14~15. Complaints filed with the Commission have gone from a high of 40 in 2012 to 20 in 2016.
Complaints in Circle City have gone from a high of  13 in 2012 to zero in 2016. Of  the 20
complaints filed in 2016 for Brooke, the top issues were billing, outages and customer service.

The  Company a ls o provided its  ca ll cente r s ta tis tics  for J anua ry through Augus t of 2016
which can be  found on pages  17-21 of Exhibit B. The Company's  call center categorizes  the calls
into one  of the  following 11 ca tegorie s : 1) service  on reques t; b) close  account (service  off); c)
s tatement and payment inquiry/bill copy; d) meter re-read reques t; e) payment arrangement; fl leak
re port; g) wa te r s e rvice  inte rruption/cons e rva tion; h) cus tome r a ccount inquiry; i) cre dit a nd
payment process; j) disconnections  related and k) other.

With respect to outages, in addition to the service interruptions and outages experienced
during the event in August, 2016; Brooke has had 4 other unplanned outages and Circle City has
had 1 unplanned outage in 2016. The cause of the other four unplanned outages in Brooke were to
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repair emergency leaks. Most were 2-3 hours in duration. The number of customers affected was
from 15-150. See pages 33-36 of Exhibit B.

With respect to the  Augus t incident involving the  Lakes ide  sys tem, notifica tion could have
a nd s hould ha ve  be e n ha ndle d more  e fficie ntly. The  Cons ume r S e rvice s  Divis ion's  Re port is
a tta che d a s  Exhibit B. Cus tomers  tha t had provided the ir email addres ses , if upda ted, rece ived
notices  and updates . If a  cus tomer did not regis ter his  email address , he  did not receive a  notice  or
update .

Notifying County Officia ls , the  Arizona  De pa rtme nt of Environme nta l Qua lity ("ADEQ")
and others  was clearly overlooked.

S ta ff had difficulty reaching Mr. Hardcas tle  multiple  does  duroughout the  outage . The  La
Paz County Sheriffs  office  ca lled to s ee  if we  could contact Mr. Hardcas tle  or provide  a  number.
King Cla ppe rton, La  P a z County S upe rvis or, a dvis e d tha t he  wa s  a ls o una ble  to re a ch Mr.
Hardcas tle . The  S ta ff had the  s ame  te lephone  numbers  the  County Officia ls  we re  us ing. Staff
agreed to get their messages  to him if Staff was  able to make contact. Later, Staff learned that at no
time was Mr. Hardcastle in the Parker area during or after Me outage.

Consumer Services began receiving calls Tuesday afternoon, August 23rd. Some customers
did not want to be ident i f ied and thus the Staf f  agreed not to include thei r names in the
Commission's database.

Finanaia! Fit/zen" 0fBr00/és and CM/e C29

Brooke has not filed a rate request since the early 1990s. The Colnrnission's Revenue

Requirements and Audits Section looked at various Financial indicators to gauge the continued
financial fitness of the Brooke Water and Circle City Water Companies. The Division also looked at

a history of certain financial parameters for all of the Companies managed by Mr. Hardcastle over
Me years. The Revenue Requirements and Audit's Section Report is attached as Exhibit C.

Brooke Water's  las t reques t for a  ra te  increase  was  in 1991 which was  prior to Robert
Hardcas tle 's  purchase  of doe  Company. The 1'8nancia l analys is  shows  that in genera l Brooke has
cons is tently reported s trong Net Income leve ls  for a ll years  during the  review period (1999-2015).
Tota l revenues  have s tayed re la tively fla t during this  entire  period and tota l net plant in service  has
dropped s lightly (from $865,213 recorded a t the  end of 1999 to $662,003 recorded a t the  end of
2015. This  indicates  that only small additions  have been made to plant during this  15 year period.

The annual cost-of service utilized to set die Company's rates included a recurring level

of annual repairs and maintenance expense of 3Z67,309, however actual repairs and maintenance
expense has been substantially below this level. For instance, in 2015, reported repairs and

maintenance expense were $89,508.00

u
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Brooke Water reported Net Income M ex<;ess  of $300,000 in 2015 on a remaining rate
base  of approximate ly $662,003. Bas ed upon S ta ffs  curs ory review, the  Brooke  Wa te r Sys tem
appears  to be over-earning. The Company is  considering Being a rate case sometime within the next
5 years.

Circle City has not filed a rate case since the 1990s. It has routinely reported

substantial Operating Losses during the same approximately 15 year period (e.g., (392,138) in 2015).
Total reported revenues were relatively flat during this period of time. The data also suggests that

relatively substantial investments were made in plant-in-service in 2008 and perhaps again in 2012.

Hzkfofy of !/ve C0mpa1gy IfMafzagewefzf ofOt/9erAt"zl0na Wafer Cowpanzkf

The Utilities  Divis ion was  a lso asked to look a t the  management of a ffilia ted companies  in
Arizona and issues that may have arisen.

At the  Specia l Open Meeting, Mr. Hardcode  s ta ted tha t he  has  been in the  water bus iness
for 25 years . During dirt time he  s ta ted tha t he  has  had 11 different companies , 43 diffe rent water
sys tems , and respons ibility for 11,000 cus tomers . In re vie wing the  his tory of wa te r compa nie s
owne d by BUI in  Arizona ,  BUI ha s  purcha s e d  compa nie s  tha t we re  in  fina nc ia l d is tre s s
(Cons olida ted) and s uffe red from va rious  problems , predominantly dos e  a s s ocia ted with wa te r
shortages. He acquired severa l, including Brooke and Circle  City, in an auction conducted as  part
of a  Chapter 11 bankruptcy proceeding involving Consolidated Utilities .

Several others, including what later became the reorganized Payson, Tonto Basin, Navajo,
Strawberry and Pine companies, were purchased at a time when die companies had outstanding
Orders to Show Cause with customers experiencing billing issues, water service issues and water
shortages. See Decision No. 58779. Prior to BUI taking over from the previous owner, Rich
Williamson, the systems were in a deteriorating state. Following is a short history of the companies
affiliated with BUI and Brooke.

Pink' Water Cowpafyl and the ftrawberg/ Wafer Cowper/y

Pine provides  water service  to approximately 2,000 cus tomers  in Pine  Arizona, an area
located 15 miles  northwes t of Payson in Gila  County, Arizona. The Strawberry Water Company
provide s  wa te r s e rvice  to a pproxima te ly 1,079 cus tome rs  in S tra wbe rry, Arizona . 6 P ine  in
pa rticula r s uffe red from a  myriad of trouble s  be fore  it was  purchas ed by Mr. Hardcas tle  and
Brooke  Utilitie s  in 1996. The  te rritory s e rved by P ine  was  s ubject to wa te r s hortages , where
groundwa te r is  the  prima ry s ource  of wa te r. P ine  Wate r's  s e rvice  a rea  was  s us ceptible  to
s hortages  in dry yea rs  and during the  s ummer months  when demand was  highes t. Va rious
decis ions  of the  Commiss ion, Decis ion Nos . 56539 (July 12, 19891, 56654 (October 6, 1989),
57047 (Augus t 22, 1990), a nd 59753 (lily 18, 1996), impos e d a  mora torium, a nd prohibite d

5 See Annual Report for year ending 12/31/08.
6 See Annual Report for year ending 12/31 I08.
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a dditiona l m a in e xte ns ions  wide  s om e  s light m odifica tions  in the  la te r de cis ions  to a llow
limite d numbe r of ne w se rvice  conne ctions  unde r ce rta in conditions .

a

It appears that BUI invested substantial capital (151.2 million) in the Pine and Strawberry
Wate r Companies  to improve  the ir opera tiona l e fficiency and to augment the ir wa te r supply.
His most significant improvement was "Project Magnolia ," an e ight-inch, 10,300 foot long water
pipe line  conne ction from the  P ine  Wa te r sys te m to the  S tra wbe rry Wa te r Compa ny. It ca n
transport more than 700,000 gallons of water daily from Strawberry (where groundwater is more
plentiful) to Pine or vice  versa . New wells  were  drilled by both Companies and storage capacity
was added to both systems. In addition die  Company also represented that it recaptured water
by repairing leaking infrastructure  and more than 700 leaks in die  combined System areas. The
Companies a lso replaced non-functioning meters (approximate ly 400) in the  combined service
areas. The  improve me nts  we re  s uch tha t the  a pplica tion of P ine  for modifica tion of the
mora toria  on new se rvice  connections  and main extens ions  was  approved subject to ce rta in
conditions.

P ine  filed a  ra te  case  in 2003 and the  Commission approved a  se ttlement agreement with
modifica tions . During this  ca s e , the  is s ue  of la ck of time ly re s pons e s  to cus tome rs  ca me  up.
The  proce s s  re quire d cus tome rs  to ca ll a  1-800 numbe r to re port le a ks . It wa s  re porte d tha t it
ofte n would ta ke  hours  if not da ys  be fore  a  s e rvice  pe rs on wa s  dis pa tche d to re pa ir re porte d
leaks . When die  Company's  a ctions  we re  compared to its  guide line s , the  Commiss ion noted tha t
the  policy de scribe d in the  Compa ny's  writte n guide line s  wa s  not be ing followe d cons is te ntly.
De cis ion No. 67166 a ls o note d tha t ca lls  to the  ca ll ce nte r in Ca lifornia  a re  ofte n droppe d or,
even if the  ca lle r ge ts  through to an ope ra tor, re sponses  to reported leaks  a re  not inves tiga ted in
a  prompt ma nne r.

In De cis ion No. 67166 the  Commiss ion found:

We  be lie ve  tha t it is  incumbe nt upon a  public s e rvice  corpora tion to be
re spons ive  to cus tomer inquirie s  of a ll types , but e specia lly in s itua tions
where leaks or outages are reported that have the potential to jeopardize the
hea lth and sa fe ty of the  cus tomers  se rved by the  utility. The  Commiss ion
recognizes that Pine Water has a customer service problem.

The  Commiss ion a lso noted in tha t decis ion tha t Brooke  Utilitie s  ca ll cente r employees  have
no cus tomer se rvice  tra ining. Va rious  remedia l measure s  we re  orde red, including implementa tion of
im p ro v e d  c u s to m e r s e rv ic e  p ro c e d u re s ,  p e rs o n n e l tra in in g ,  re s p o n s e  t im e s  a n d  re p o rtin g
requirements .

As discusse d e a rlie r, the  a sse ts  of both Compa nie s  we re  subse que nt conde mne d a nd
acquired by the  Pine-Strawberry Water Improvement Dis trict. The  Fina l Orders  of Condemnation
we re  e nte re d by the  Ya va pa i S upe rior Court on Octobe r 6, 2009. An a d ta ke n out in a  loca l
newspaper by customers  in support of the  condemnation s ta ted tha t the re  had been inadequa te
inve s tme nt a nd re fe rre d to poor cus tome r re la tions  a nd poor billing cla rity. Mr. Ha rdca s tle
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responded in a letter express ing his  belief that cus tomers  were dissatis fied with the curtailments  that
had occurred.

Pa)/Jon Water" Cowpalg/, T07fro Baxén Wafer Comply and Nawjb Wafer" Cowpafgf

P a ys on Wa te r is  loca te d in the  P a ys on a re a  of Gila  County a nd cons is ts  of nine
inde pe nde nt wa te r s ys te ms  including Me a d's  Ra nch, Ea s t Verde Es ta te s , Flowing S prings ,
Geronimo, Mes a  de l Caba llo, S ta r Va lley/Qua il Va lley, \X/his pe ring P ines , S ta r Va lley and Deer
Creek Sys tems . In 2005, die  sys tems  served approximate ly 4,100 cus tomers . Payson Water was
plagued with a  his tory of wa te r s hortages  a s  we ll. BUI acquired United Utilitie s  in 1996. In 1998,
the  Company filed an applica tion for a  Curta ilment Order and a  mora torium on new connections ,
line extens ions  and an emergency interim rate  increase. The Company was  experiencing numerous
is sues , mos t importantly water shortages . On July 6, 1998, the  Commiss ion's  Utilities  Divis ion had
received a petition s igned by a s ignificant majority of the cus tomers  of Mead's  Ranch complaining of
continua l wa te r outa ge s  a nd wha t wa s  te rme d "a n ina de qua te  wa te r de live ry s ys te m" a nd tha t
United's  parent corpora tion, BUI had fa iled to addres s  the  problem afte r acquiring United in 1996.
The Commiss ion noted that, in the capital plan presented by the Company, no allowance was  made
for e ithe r we ll improve me nt or the  cos t of a  ne w we ll to incre a s e  wa te r production At the  time ,
Mead's  Ranch had only one  800 foot deep well in use  s ince  1956 which could not meet demand.
The Commiss ion's  Order s ta ted that the  well was  producing approximately 77 gallons  of water per
cus tomer per day which was  inadequa te  to s e rve  the  ten to twenty cus tomers  who were  full time
res idents  a t die  time. Additiona lly, it was  brought out tha t Mead's  Ranch was  unmetered. In 2004,
Brooke  file d a  curta ilme nt pla n ta riff which wa s  a pprove d by die  Commis s ion in De cis ion No.
67821.

Pa ys on file d a n a pplica tion for the  e me rge ncy imple me nta tion of a  wa te r a ugme nta tion
surcharge or emergency rate  tariff due to water shortages  on its  Mesa Del Caballo Sys tem in 2010.
The Company claimed that it could no longer augment the water supply for this  sys tem and in 2009
it s ta te s  tha t it a bs orbe d $59,137 in wa te r ha uling cos ts  for the  s ys te m. The emergency water
a ugme nta tion s urcha rge  ta riff wa s  a pprove d on S e pte mbe r 28, 2010 in De cis ion No. 71902.
Water shortages , turn-offs  and augmentation charges  in its  various  sys tems also spawned a hos t of
formal compla ints . Payson was  one of the  Companies  sold to IW. Holdings  in 2013 pursuant to
a confidential Stock Purchase Agreement.

Na va jo provide d wa te r s e rvice  in the  vicinity of S how Low, Na va jo County, Arizona .
Navajo had three separate systems: 1) Chaparral Pines System, 2) the Laguna Estates System, and 3)
the  Summer Pines  Sys tem. Na va jo wa s  a cquire d by BUI in a  s tock purcha s e  whe re in Brooke
acquired the  outs tanding s tock of Richa rd S . \X/illiams on in United Utilitie s . Na va jo Ble d for a
pe rmanent ra te  increa s e  M Februa ry 24 1999, which was  granted in Decis ion No. 62631 da ted
March 6, 2000. E-Docket shows  applica tions  for a  curta ilment ta riff, water augmenta tion ta riff and
cros s -connect ta riffs , sugges ting tha t wate r shortages  were  a lso an is sue . The re  wa s  nothing
remarkable in E-Docket with respect to BUTs management.

Fina lly, Tonto Bas in had an active  Order to Show Cause  (OSC) pending prior to die  mc it
was  acquired by BUI in 1996. The Complaint a lleged that the  prior owner had: 1) fa iled to pay APS
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electric bills violating A.R.S. Section 40-361(B); 2) failed to file main extension agreements with the
Commission for approval, violating A.A.C. R14-2-406(lv1); 3) failed to make appropriate refunds of

advances paid under main extension agreements, violating R14-2-406(D) and (M); 4) failed to accrue
interest to customers deposits, violating A.A.C. R14-2-403(B)(3); 5) failed to credit deposit interest
to customer bills annually, violating A.A.C. R14-2-403(B)(4); failed to refund customer deposits after
the customers establ ished a twelve month "good payment" history v iolat ing A A C K14 A
403(B)(5); 6) failed to obtain Commission for the transfer of the Portal W well, v iolating A.R.S.
Section 40-285; 7) failure to provide adequate, efficient and reasonable service by not following
proper customer deposit procedures, violating A.R.S. Section 40-361(B); and 8) failed to provide
adequate, efficient and reasonable service by transferring a well asset violating A.R.S. Section 40-
361lB). The Commission dismissed the Complaint after BUI provided documenting demonstrating
that all issues had been resolved.

Thereafte r, a  s can of e -Docket indica tes  tha t this  Company's  his tory under BUI appears  to
be  la rge ly unremarkable . There  were  applica tions  filed for curta ilment ta riffs , wa te r augmenta tion
fe e s  a nd othe r s imila r ite ms  s ugge s ting tha t wa te r s horta ge s  ma y ha ve  be e n a n is s ue  for the
Compa ny. Tonto Ba s in wa s  one  of the  compa nie s  s old to J .W. Holdings  M 2013 purs ua nt to a
Stock Purchase Agreement.

IV. STAFF ANALYSIS

Neithe r Brooke  nor Circle  City s uffe r from frequent wa te r s hortages  which have  plagued
several of the other companies  managed by Mr. Hardcas tle  in Arizona. However, like other sys tems
he has  managed, the plant in service is  older and the asbes tos  piping is  nearing the end of its  useful
life .

From an opera tional perspective , S taff Engineer Smaila  reported tha t the  mechanica l plant
for Brooke is  in good operating condition. He a lso reported that the  Sys tem Manager/Operator was
proficient in his  duties ; a lthough he  lacked sufficient tra ining in Pressure  Reducing Valve  opera tion
and repair.

Financially, despite die fact that he has not been in for a rate case in many years, Brooke
shows strong financial performance. However, some expense levels approved in the last rate case
are considerably out of date suggesting a need for a rate review. Circle City has been operating at a
loss for this same time period suggesting that the company should come in for a rate adjustment.

The Brooke and Circle City Companies' unplanned outage reports to the Commission do
not suggest anything out of the ordinary. However, the August 2016 outage was more serious and
probably the most serious outage in Brooke's history under Mr. Hardcastle's management. That
outage underscores the need for substantial  improvement in several including plant
maintenance and repair, emergency reporting and customer responsiveness.

areas

At the Special Open Meeting, concerns  were raised about billing, lack of communication and
rudeness at the Company's  Customer Service Center.



THE COMMIS S ION
September 20, 2016
Page 13

Staffs  analys is  reveals  dirt the source of these issues  is  multifaceted. Brooke faces  a greater
than normal risk of communication challenges  during an outage because the manager member, Mr.
Hardcasde, res ides /works  in California, the exis ting call center is  located in Costa Rica, and due local
opera tor is  loca ted in Parker. The  Company primarily re lies  upon e-mail communica tions  be tween
Me manager, the  ca ll cente r, and loca l ope ra tor. If any of thes e  a re  not on e -ma il for a  pe riod of
ijme , communica tions  will not be  time ly re a d a nd a cte d upon. This  is  e xa ce rba te d by Mr.
Hardcas tle 's  reluctance to provide a cell phone contact, eider his  personal or second cell phone.

Mr. Hardcode  is  ra re ly in Arizona  e ither to vis it the  companies  he  manages  or to meet will
County officia ls  and cus tomers . He was  trying to manage the  3 day outage  from a  remote  location
in California while  he was  on a vacation which began prior to die outage..

During the  outage , Mr. Hardcas tle  did not reach out to county and emergency pe rs onne l.
One County officia l s ta ted that the  outage took place  Sunday evening and he  did not hear of it until
Tues day a fte rnoon from a  cons tituent. Not a ll cus tomers  we re  notified of the  outage  and given
regular updates . Emergency management s ta ted a t the  Specia l Open Meeting that they cannot do
the ir pa rt without eve ryone  be ing informed. Anothe r County officia l a t the  Specia l Open Mee ting
indicated dirt the  problem with poor communications  has  been ongoing s ince  Brooke took over the
system.

This  communica tions  breakdown a lso manifes ted its e lf in the  Emergency Opera tions  Plan
which the  Compa ny ha s  put in pla ce  purs ua nt to ADEQ re quire me nts . Mr. Hardcas tle  revis ed
Brooks ' EOP  on Augus t 29th to a ddre s s  de ficie ncie s  in the  prior EOP . While  die  P la n ca lls  for
communica tions  with a nd by the  Compa ny's  P re s ide nt unde r ce rta in le ve ls  of conditions , Mr.
Hardcasde was  not available at either the e-mail or phone numbers  lis ted in the EOP.

The  Company e idie r fa iled to do immedia te  follow-up tes ting of die  wate r to ensure  it was
safe or s imply failed to inform die Commiss ion and others  that it had been done; so people were left
wondering if the  water was  safe  to drink. In the  absence  of any communication from the  Company
on the  s a fe ty of the  wa te r, the  Commis s ion a s ke d ADEQ to go out a nd te s t the  wa te r. The
Company a lso fa iled to a rrange  for bonded wate r and non-potable  wate r hauling and ins tead the
County provided Mose services .

Fina lly, an informal Compla int was  a lso recently filed in July, 2016 with the  Commiss ion's
Consumer Services Section regarding a dispute about an easement. Brooke claiins an easement for a
high pre s s ure  wa te r ma in which appa rently runs  acros s  an individua l's  prope rty. Howeve r, the
easement was  apparently not recorded. Brooke Lakes ide 's  predecessor water company owners
apparently ins ta lled a  high pres sure  wate r main down the  middle  of the  two parce ls  following the
property line , according to Mr. Hardcas tle . The two adjoining property parcels  affected were  a t one
time owned by diffe rent parties . The  compla inant bought the  inte res t of the  other parce l and now
wants  to build a  s tructure across  both parcels  but the high pressure water main would be below the
proposed s tructure . Mr. Hardcas tle  and the  cus tomer have  apparently dis cus sed s evera l options
including re loca tion of the  main to the  north s ide  of die  two parce ls . The  parties  have  not reached
a ny a gre e me nt ye t on wha t ca n be  done . While  s uch prope rty dis pute s  a re  norma lly unde r the

III l Illllll I'll II SHH l Jul I
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jurisdiction of the Superior Court, as  an initia l s tep, Staff believes  that the Company should map
exis ting location of the underground high pressure water main on the affected parcel.

STAFF RECOMMENDATIONS

Staff believes  the following recommendations  will ass is t the Companies  in resolving exis ting
compliance issues  and remedying exis ting operational consumer service concerns . Staff has  spoken
to Mr. Hardcastle, Me managing member of the Companies , about these recommendations .

Syyfew, Operational and Engineerz'n<g Rwowwendatio/zf

The Company should be required to (for Brooke unless otherwise indicated) :

a Contact ADWR to discuss  a  path to becoming immediate ly compliant with
departmental requirements  governing water providers  and/or community water
sys tems . (This  applies  to both Brooke and Circle  City).

b) File  an applica tion for a  Curta ilment Tariff with the  Commission.

C Reine the  Backflow Prevention Tariff utilizing the  revised Cross
Connection/Backflow Ta riff form,

d) Repair the rusted areas of the 50,000 gallon storage tank and inspect the tank
inte rior.

e Recoat due interior of the 50,000 gallon storage tank did] National Sanitation
Foundation approved coating if the tank interior has been compromised.

Adjus t or repair the altitude valve controlling flow to the 100,000 gallon s torage tank
to s top due water loss  through the tank overflow piping.

8) Hire a  trained technician to perform whatever is required to eliminate water loss at
this location, if do operator is  unable  to adjust or repair the  valve.

h) Provide means to train die operators in PRV diagnostics and repair.

Re condition  the  e xte rior s urfa ce  of a ll ta nks  a nd  de ve lop  a  s che dule  for ta nk

1) Sample the drinking water at several locations in the distribution system to assess

the safety of continued utilization of the current asbestos-cement piping.

l l l  l l  l l l l l - l  l l
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k) Install a meter on the backwash piping as  soon as  practical so that the water loss  may
be determined.

Consumer Service Recommendation:
The Company should be required to (for both Brooke and Circle City)

a Utilize  the  new Outage  Reporting Form on the  Utilities  Divis ion webs ite  for future
ou ta ge s .

b) Immedia te ly notify not only the  Commiss ion, but the  County Sheriffs  Office , the
County Cffice  of Emergency Management, the County Board of Supervisors , (Other
County Of5cia ls?), die  Arizona Department of Environmenta l Quality, when an
outage occurs as  per Me revised Emergency Gperation Plan.

C Include an Outage Message to all who call due Call Center of die outage and ensure it

is updated as needed.

d) Conduct an outreach effort to obtain email addresses  for a  more timely notification
to as many customers as possible.

e Immediately schedule a customer service training program for Service Center
employees with 2 set of metrics commonly used to assess service center
performance. The Company shall chose among the metric in Exhibit D and provide
Staff with targets , implementation dates  and reporting requirements .

Development of a Company website where customers can obtain information.

8) Conduct an extensive outreach effort at least twice a year with city and county

ofEcials and customers to discuss communication, service quality and ideas for

improvement.

h) Cbtain a second cell phone for Mr. Hardcas tle  for bus iness  use and provide that
phone number to officials  mentioned in the Emergency Operations  Plan (and any
other des ignated individuals ). The phone should have die  ability to monitor emails
and have other applications  that might improve communication at critical times

During an outage of a  magnitude s imilar to die August outage, Mr. Hardcas tle  shall
commit to be present on-s ite  or to have an individual who is  authorized to make
decisions in his absence.

l  l l  l l l l
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1) Periodica lly upda te  its  Emergency Opera tions  P lan approved by ADEQ on Augus t
29, 2016 to include  s uch things  a s  a  phone  numbe r a nd e -ma il a ddre s s  for the
Companies  at which Mr. Hardcastle can be reached.

Make good fa ith efforts  to resolve  due easement dispute  which is  currently pending
as  an informal complaint; and map due Company facilities  in the affected parcel.

Recommendations Regards/gg Financial Fitnexf

The Company should be required to (for both Brooke and Circle  City) :

a File  a  System Improvement and Budget Plan with the Staff for review and input.

b) File  a  ra te  ca s e  by J une  1, 2018, for both Brooke  and Circle  City with a  te s t yea r
ending not la ter than December 31, 2017. Compliance  of the  achievement of items
herein shall be assessed in the Companies' rate cases.

CONCLUSION

Staff  recommends that the Commission adopt die remedial measures recommended above
or the Brooke Lakeside System and the City Circle Water Co. (as expressly noted) .

W
. *" /"  . . .

45 ~~ i\ J
\

x.: Thomas M. Broderick
Dire ctor
Utilitie s  Divis ion

TOMB:nr\MAS

ORIGINATOR: Thoma s  M. Brode rick
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On this 20th day of September, 2016, the foregoing document was filed with Docket Control as a
Ur-ilides Division Memorandum & Proposed Order, and copies of the foregoing were mailed on
beha lf of the Utilitie s Division to the  following who have  not consented to email service . On this
date or as soon as possible thereafter, the Commission's eDocket program will automatically email a
link to the foregoing to the following who have consented to email service.

Mr. Robert Hardcastle
Brooke Water Company, LLC
Circle  City Water Company, LLC
Post Ofice  Box 82218
Bakersfield, California 93380

Mr. Thomas  M. Broderick
Dire ctor, Utilitie s  Divis ion
Arizona  Corpora tion Commission
1200 West Washington Street
Phoenix, Arizona 85007

Ms . J a nice  M. Alla rd
Chief Counsel, Legal Division
Arizona  Corpora tion Commission
1200 West Washington Street
Phoenix, Arizona 85007

Mr. Dwight Node s
Chief Administra tive  Law Judge, Hearing Division
Arizona  Corpora tion Commission
1200 West Washington Street
Phoenix, AZ 85007

a I
I

By:
Nanisha Ross
Administrative Support Specialist
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size 2-inch 3-inch 4-in¢h 6-iI1ch 8'il1ch

. Maters AC AcAC & PVC
Le I  I l ,ft 2,300 3,900 77,125 19.400 5,150

AC &DIP P VC

MEMORANDUM

TO: Connie Walczak
Public Utilities Consumer Program Manager
Utilities Division

FROM: Frank M. Snuaila
Utilities Staff Engineer
Utilities Division

DATE: September 9, 2016

RE: Brooke Water, LLC - Lakeside Water System (Service Inter:ruptions}

INTRODUCTION

On August 26, 2016, Utilities Division Staff ("Utilities StafF' or "Start") was informed that
Brooke Water, LLC - Lakeside Water System ("Lakeside" or "Conlpany") had several service
interruptions beginning on August 21, 2016. Engineering Staff was instructed to inspect the water
system and report Endings to the Commissioners during a Special Open Meeting held on August 29,
2016 at 4:00 PM. Staff verbally reported the site inspection Endings and after hearing additional
testimony from the Company and customers, SMf was instructed to provide a written evaluation of
the water system and present Endings at the October open meeting. This Memorandum constitutes
Staffs evaluation of the Lakeside water system.

DESCRIPTION OF THE WATER SYSTEM

The plant facilities were Edd inspected on August 29, 2016, by Staff Engineer Frank Smaila

in the accompaniment of My. Dale Alked water system operations superintendent Lakeside water:

system main and only water source is the Colorado River. Two 10 horsepower ("hp") pumps are

utilized to transfer river water to two pressure sand filters.' Pressure Elter backwash is sent to two

50,000 gallon lined backwash ponds. The Eltered water is chlorinated and sent to a 50,000 gallon

storage tank. This storage tank utilizes a 25 hp booster pump to deliver the chlorinated stinking

water to two storage tanks and one pressure reducing valve ("PRV"') which then delivers the

drinking water to approximately 800 prinnarily residential connections. Water main information

shown in Table 1 was acquired &om the Companyfs 2015 Annual Report. The majority of the

distribution system piping is made of asbestos cement ("AC"). A system schematic is shown as

Figure 1.

Table 1. Water Mains

Note: Asbestos Cement ("AC"), Polyvinyl Chloride ("PVC"), Ductile Iron Pipe ("D1P"), Feet ("ft").

1 Pressure filters are used to ranove solids from the river water.
2 1-300,000 gallon and 1-100,000 gallon storage tanks.
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No. 2

V

I
Water
Line
Break

"WI-8"I
i
1

I

Location of
WLB

WLB
Repair
Begaln

WLB
Repair

CoMpleted
Comments

Ha rbor Drive
8/z1/16 @

9:00 PM
8/22/16 @
7:00 AM

WLLB was isolated, 56 connections
were elected

Ma rina  Loop 8/22/16 @
10:30 AM

8/23/16 @
2:00 PM

Operator believes this WLB happened-

the same time as the 1".

No. 3
i
.|i

Commercial
Drive

8/22/16 @
1:30 PM

8/22/16 @
4:00 PM

All connections had same @7:00
PM except connections on Marina

Loop.
II

No. 4
!
i Harbor Drive 8/22/1.6 @

8:00 PM
8/23/16
1 z :0 0 p M

No. 5

i

I
i

I

i

I
|.

Ma rina Vie w
Drive

8/23/16 @
1:30 AM

8/23/16 @
4:00 PM

Non-Potable water was made available
frOm LaPaz Cily on 8/23/16 @ 5:00

PM.

Brooke Water, LLC (Lakeside Water System)
Page 3

STAFF'S ANALYSIS

Based on the available water use data, reported by the Company in its 2015 Annual Report,

Staff concludes that the Lakeside water system has adequate source production and storage capacity

to serve the present customer base and reasonable growth. It is Staffs opinion that the mechanical

equipment is in good worldng order and maintained adequately. It is also Stars. opinion that the

exterior of dl plant equipment made of steel has not been adequately maintained (See Other Issues

Section for more detailed discussion). The majority of the distribution system piping is made of

asbestos cement and the safety of the piping was questioned during the Special Open Meeting (See

Other Issues Section for more detailed discussion). Mr. Allied supervises the operation of seven

water systems and has approximately seven years of experience as a certified operator? It is Staffs

opinion that the Lakeside Water System operator, Mr. Allied does a good job running the water

system and is extremely conscientious but lacks experience and knowledge of the PRV which is an

integral part of the distribution system (See Other Issues Section for more detailed discussion).

I

According to the Company the service interruptions were from Eve separate water line

breaks over a three day period (August 21, 2016 thru August 23, 2016). Table 2 provides a

breakdown of the water line bresuks.

Table 2. Time Table of Water Line Breaks

- Ru

l

s Brooke Water, ILL also has an addition operator, Mr. Rick Romine. Mr. Romine has been a certified operator for 15
years.

L

l l Ina III



Pressure
RedUcing

Valve

8/23/16 @
6:00 PM

8/23/16 @
9:30 PM

l

i

Operator noticed PRV leaking tdaru
snnall copper Fixed leak and

cleaned out PRV (rust found inside) .
Slowly introduced water to PRV but

no change of pressure from
pressure side to low. EPCOR was

.called soon thereafter.
I

l

EPCOR
Repaired

PRV

8/24/16 @
9:00 AM

8/24/16  @
11:30AM

i
Q

I

EPCOR diagnosed issue with PRV and
replaced diaphragm. Water service

restored to all Lakeside connections on
8/24/16 11:30 AM.

1
i

|

A D W R
Community Water
System Proglram'

Non-
Compliant

Annual report filed
on-times

Non-
Compliant

Non-
Co1J1p]i2l[1t

Non-
Compliant

Non-
Compliant

NOD- ;
Compliant

l Compliant
l

System Water Plan
filed on-tinie'

I Non-
iComp1iant

Complia nt Complia nt CoI]1p]i2ll1t CO:III.P]i2l11t Compliant Compliant

I Circle
C i

Moovadya
r _k

La ke S ide
f

Ma rina
V' e

Parker
Dam

Rio
Lindo

Ho lid a y
Ha rb o r

i 07-112 15-006 15-010 154011 15.027 14-040 I15-.058

Public Water System Name & Number

Brooke Water, LLC (Lakeside Water System)
Page 4

ARIZONA DEPARTMENT
COMPLIANCE -

OF ENVIRONMENTAL QUALITY ("ADEQ")

Staff received ADEQ Drinking Water Compliance Status Reports dated Septelnnber 7, 2016,
in which ADEQ reported that the Brooke Water Systems, Public Water Systectns ("PWS") No. 15-
006, 15-010 (Lakeside), 15-011, 1527, 15-040, 15-058 and 07-112, are in compliance with ADEQ
requirements and are currently delivering water that meets water quality standards required by
Ajjz0na Administrative Code, Title 18, Chapter 4.

ARIZONA DEPARTMENT OF WATER RESOURCES ("ADWR") COMPLIANCE

The Company is not located within an ADWR Active Managwnmt Area. Staff received
Water Provider Compliance Status Reports dated September 1, 2016, in which ADWR reported that
al l  Brooke Water LLC Water Systems were currently not in compliance with departmental
requirements governing water providers and/or community water systeans. Table 5 shows results of
the information prov ided by ADWR. Staff recommends that the Company contact ADW R to
discuss how the Company can become compliant with departmental requirements governing water
providers and/or community water systems.

Table 3. ADWR Compliance

4 The Community Water System Program is the only ADWR program that is applicable to the Brooke Water LLC.
s If marked non-compliant. ADWR states "No Record of Submission for 2015 Annual Water Use Report".
s If marked non-compliant, ADWR states "No Record of Submission for is* Update of their System Water P1ar1".

I



4 Brooke Water, LLC (Lakeside Water System)

Page 5

ACC COMPLIANCE

On September 6, 2016, t:he,Utilities Division compliance database showed that the Company
had no delinquent ACC compliance items.

OTHER ISSUES

7. Curtail/fzent Turf

The Company does not have a Curtailment Tariff on File. Staff recommends that the
Company file an application for a Curtailment Tairiff. The Curtailment Tariff application can be
found at http: / /www.azcc.gov/ divisions /utilities /water/ forms.asp.

2. Bacvéjiow Prevention T47

The Company has an approved Backflow Prevention Tariff on File with an effective date of
January 13, 1994, when the water system was owned by Consolidated Water Util ities, LTD. Staff
recommends that the Company submit an updated Backflow Prevention Tariff utilizing the revised
Cross Connection/Backflow Tariff fo1;m.7 The revised Cross Connection/Backflow Tariff font can
be found at http:/ Iwww.azcc.gov/divisions /utilities/water/forms.asp.

3. Storage Tank-Rust

The Company incorporates three storage tanks (1-50,000 gallon, 1-100,000 gallon and 1-

300,000 gallon) in the Lakeside water system. The 50,000 gallon unit located at the pNnnary plant

yard showed visible rust at the top of the tank. On closer inspection, with the Staffs camera

telephoto lens, the rust seem to be quite extensive and the possibility of rust through to the tank

interior is suspect and thus the interior integrity compromised. If the storage interior has been

compromised the tank is no longer watertight which could flow entree of birds,.af1imals, insects and

excessive dust and contaminating and/or quality deterioration of the drinking water system. Staff

recommends that the Company repair the rusted areas of the 50,000 gallon storage tank and inspect

the tank interior. If the tank interior has been compromised, Staff further recommends that the

Company recoat the interior with and National Sanitation Foundation approved coating. Photos 1

and 2 show some of the rusted areas of the 50,000 gallon storage tank.

4. Storage Tank-Ouegflow

Staff observed that the 100,000 gallon storage tank was overflowing drinking water. It is
unknown how long the water has been overflowing the tanks At any rate, this overflow attributes to
overall water loss. Water Hows from the 50,000 gallon storage tank to the 100,000 gallon storage
tank by booster pump. The water elevation in the 100,000 gallon tank is controlled by an altitude
valve. The altitude valve controls the high water level in reservoirs without the need for floats or
other devices. It is a non-throttling valve that remains fully open until the shut-off point is reached.
Staff recommends that the Company adjust or repair altitude valve controlling How to the 100,000
gallon storage tank to stop the water loss through the tank overflow piping. If  the operator is

7 The Cross Connection/Backflow Tariff form was revised Apdl 3, 2008.

I ll
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unable to adjust or repair the valve Staff fu.tther.recommends that the Company hire a trained
technician to preform whatever is required to eliminate water loss at this location.

5. Pre.r.rurz Reducing Valve  ('?RV'j

Al l water is distributed &om the 50,000 gallon storage tank which resides at a high
elevation. The PRV is utilized to reduce the water pressure delivered to customers in low lying
areas. If the PRV was not utilized the water pressure in the low lying areas would be well over 100
psi. It is surmised that the PRV failed on August 21, 2016 resulting in the first waterline break on
Harbor Drive. After four more waterline breaks occurred the operator noticed, on August 23, 2016
at 4:00 PM, that a small diameter copper line, that was pan of the PRV, was leaking. This line was
repaired along with cleaning out the valve interior and the operator slowly introduced water to the
PRV. Duri1ng-this process the operator noticed that the PRV was not operating properly. So instead
of possibly incunting more waterline breaks due to high pressure the operator choose to curtail
service to that part of the distribution system served by the PRV. It is Staffs understanding that at
that time, approximately 9:30 PM, a call for assistance had gone out to other water companies.
EPCOR sent a specialist to the site the next morning and had the PRV repaired and operating at
11:30 AM. At that time the effected wateriness were flushed and chlorinated Drinking water was
reintroduced to the affected areas shortly after chlorination

Since the PRV is an integral part of the water system it is imperative that the operators have
knowledge of the operation of the PRV. Staff recommends that the Company provide means to
train the operators in PRV diagnostics and repair.

6. Plan! Eguéjwzenf Maintenance

Staff observed that the exterior surface of the air tank, storage tanks and both pressure sand
Elder tanks have areas of surface rust. Surface met itself is not an issue but it points to the fact that
the tanks have not been maintained which has allowed the sud8ace rust and more extensive rust on
the 50,000 gallon storage tank to occur. Staff observed that the paint on all tanks has greatly
degraded and is in need of repainting. Staff recommends that the Company recondition the eazterior
surface of all tanks and develop a schedule for tank maintenance;

7. Asbestos Cement P¢e ('AC'Q

During the Special Open Meeting a Brooke Water, LLC customer questioned the safety of
utilizing asbestos cement piping in the dink ing water system. AC pipe has been installed in water
systems in North America starting in the 1930s and up until the early 1980s, mainly as an affordable,
non-couo alterative to metallic pipes in areas prone to corrosion. Health concerns associated
with the mining, installation, removal, and disposal of asbestos products ended the selection and
installation of new AC pipe, although there was no evidence of water-born Fiber related illnesses.
Estimates of the current level of AC pipe inventory still in operation (as of the mid-1990s) in North
America were as high as 12 to 15 percent of all potable water mains.8

8 AC inventory as of mid-1990's &om 2013 Water Research Foundation.

lIIII\ I I l
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Page 7

The Company is subject to mandatory participation in the Monitoring Assistance Programs
("MA1>")_° MAP only conducts sampling at the entry point of the distribution system ("EPDS").
According to ADEQ the asbestos sampling frequency for Lakeside water system is once every 9
years. MAP last analyzed for asbestos in February of 2013 and the results were nearly non-detect
Staf f  recommends that the Company sample the drinking water at several locations in the
distribution system to assess the safety of continued utilization of the current asbestos-cement

piping.

8. Water Lo.r.r

In the Company's annual report, both past and present; the Company did not provide the
amount of gallons pumped from the Colorado River and thus the water loss calculation cannot be
determined According to the operator, the gallons pumped cannot be determined because the Water
used for baclslwashing the pressure sand Filters does not incorporate a meter indicating the amount
of backwash water utilized Staff recommends that the Company install a meter on the bacilstwash
piping as soon as practical so that the water loss may be determined

CONCLUSIONS

Based upon Staffs site visit and analysis of information obtained regarding the Company's
operations, the Engineering Division makes the following conclusions that

1 . Lakeside water system's main and only water source is the Colorado River. The
water system consists of two 10 hp pumps, two pressure sand Filters, two 50,000
gallon lined backwash ponds, one chlorinator, three storage tanks, one booster
pump, one pressure reducing valve and a distribution system serving approximately
800 prime-ily residential connections.

2. The Lakeside water system has adequate source production and storage capacity to
serve the present customer base and reasonable growth.

3. The mechanical equipment appears to be in good working order and maintained
adequately.

4. The majority of the distribution system piping is made of asbestos cement

5. Mt. Dale Allied, Brooke Utilities, Inc. operation superintendent, supervises the
operat ion of  Lakeside water system and six  other water systems and has
approximately seven years of experience as a certified operator. It is Staffs opinion
that Mr. A]]red does a good job running the water system and is exuemely
conscientious but appears to lack experience and knowledge of the pressure reducing
valve.

9 Participation in the MAP program is mandatory for water systems, which serve less Allan 10,000 persons
(approdmately 3,300 service connections) .

ll



Brooke Water, LLC (Lakeside Water System)
Page 8

6. The Lakeside water system experienced service interruptions from five separate
water line breaks over a three day period (August 21, 2016 tixru August 25, 2016).

7. All of Brooke Water Systems, PWS No's 15-006, 15-010, 15-011, 1527, 15-040, 15-
058 and 07-112, are in compliance with ADEQ requirements and are currently
del iv er ing water that  meets water qual i ty standards requi red by Ar izona
Administrative Code, Title 18, Chapter 4.

8. The Company is not located within an ADWR Active Management Area and all
Brooke Water LLC Water Systems are currently not in compliance with departmental
requirements governing water prodders and/or community water systems.

9. According to the ACC Utilities Division compliance database, the Company has no
delinquent Commission compliance items.

10. The Company does not have a Curtailment Tariff on de.

11. The Company has an approved Backflow Prevention Ta.1:iH on file with an effective
date of January 13, 1994 when the water system was owned by Consolidated Water
Utilities, LTD.

12. The 50,000 gallon storage tank has extensive rust and possibly the interior has been
compromised.

13. The exterior surface of all tanks have surfacerust and degrading paint.

14. The water loss cannot be calculated due to the Company not measwcing the
backwash water utilized

15. The 100,000 gallon storage tank was overflowing drinking water contributing to
overall water loss

RECO MMENI DAT I O NS

With respect to the concerns and/or defldencies noted by Srafi the Engineering Division
recommends that the Commission require:

The Company contact ADWR to discuss a schedule for becoming compliant with
departmental requirements goveuzning water providers and/or community water
systems.

z. The Company File an application for a Curtailment Tart££

The Company refile the Backflow Prevention Tariff  utilizing the revised Cross
Connection/Baekflow Tariff form.

N

1 .

3.

I' l l I



Brooke Water, LLC (Lakeside Water System)
Page 9

4. The Company repair the rusted areas of the 50,000 gallon storage tank and inspect
the tank interior.

5. The Company recoat the interior with
coating [if the tank interior has been compromised].

National Sanitation Foundation approved

6. The Company adjust or repair the altitude valve controlling How to the 100,000
gallon storage tsmk to stop the water loss through the tank overflow piping.

7. The Company hire a trained technician to preform whatever is required to elimilnate
water loss at the 100,000 gallon storage tank, if the operators unable to adjust or
repair the valve.

8. The Company provide means to train the operators in PRV diagnostics and repair.

9. The Company recondition the exterior sur£ace of a]l thinks and develop a schedde
for tzmk maintenance.

10. The Company sample the drinking water at several locations .in the distribution
system to assess the safety of continued utilization of the current asbestos-cement

piping-

11. The Company install a meter on the backwash piping as soon as practical so that the
water loss may be determined

l l I\lulllIIInl l
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Photo 1. Extensive Rust near Ladder

12

Photo2.Possible Tank Integrity Compromised



EXHIBIT B

l

- |



CONSUMER SERVICES SECTION REPORT AND RECOMMENDATIONS

MEMORANDUM

OUTAGE and EVENT SUMMARY

BROOKE WATER, LLC.

History

Per Decision No. 60972, effective June 19, 1998,.Brooke Utilities was granted a geographic

regrouping and transferring of the water systems to result in operating, administrative and

regulatory report efficiencies. There was no change in terms of rates and tariffs, ownership,

management, or operations of the current water systems.

The new organizational chart was as follows:

*Brooke Water, Circle City Water Co., LLC., Tonto Basin Water Co., Inc., Payson Water Co., Inc.,

Pine Water Co., Inc, Strawberry Water Co., Inc., and Navajo Water Co., Inc.

Current companies managed by Bob Hardcastle are Brooke Water, L.L.C and Circle City Water.

See attadled Company Status.

Tariffs for Brooke Water have been in effect since April 1, 1994 and Circle Gty Water Co. have

been in effect since January 8, 1998. See attached tariffs. .

Prior to Brooke Utilities taking over from the previous owner, Rich Williamson, the systems

were in a deteriorating state. Customers had billing issues, water service issue and often

were without water. Customers were happy about the projected changes. Bob Hardcastle

met with Staff to advise the way he would be managing the company. He and his assistant

would be handling all customer calls from their Office in Bakersfield, CA.

Money was put into the systems, things began to improve. Customers received attention.

Major issues were the moratorium's already in place for Geronimo Water, Myrtle Ridge

System and Pine Water due to historical water shortages in and around these areas. Pine

Water's moratorium was modified in Decision No. 64-400 effective January 31, zoos, allowing

the Company to initiate up to 25 new connections per month. New Pine Water connection

requests were placed on a waiting list. Customers were happy. .

Summers and warm weather holidays have always been a challenge for Brooke Utilities

systems. Curtailment Tariffs were utilized and Payson Water's Mesa del Caballo System had

numerous curtailment violations as water usage was monitored. Several were addressed in

Formal Complaints. Emergency water augmentations tariffs were approved for Mesa del

1 P a ge  1
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Caballo in Decision No. 71902, allowing Payson Water to bill customers the cost of water

hauling and East Verde Park in Decision No. 72567 effective June zo, 2014.

In 2013, J. Williamson Holdings purchased all Brooke Utilities companies except Brooke

Water and Circle Gty Water Co., LL.C., which Bob Hardcastle continues to own and manage.

CURRENT ISSUES - Lakeside Water Outage

During the evening of Sunday August z1, 2016, the Lakeside Water System (Lower)

experienced a failed high pressure reducing valve. After working almost all night, two

additional leaks erupted. This was reported to Staff on August zz, 2016 at 1:44 pm. O n

August 23, 2016 at 7:09 am Bob Hardcastle provided an update advising worked through the

night (again) repairing water main leaks caused by a failed pressure relief valve, some

different customers are without water that were not previously affected, working diligently

on the problem, believe a resolution may be made in the next several hours. An update was

received via email on Tuesday August 23, 2016 at 7:18 pm advising work continues making

additional repairs to control valves and main line piping. Non-potable water available from

La Paz County Emergency Services Dept, gave location.

Bob Hard title contacted a third party, EPCOR Water, to assist the following day to focus on

permanent leak repair, reconstruction of effected sites, and rebuilding/replacement of the

failed PRV. He also provided email notice to his Lakeside customers regarding La Paz County

Emergency Services Department providing non-potable water at the comer of Commercial Dr.

at the Welding Shop. (Outage and Status Updates-attachment)

Attempts were made by Staff to reach Mr. Hardcastle multiple times throughout the outage.

The La Paz County Sheriff's office called to see if we could contact Mr. Hardcastle or provide a

number. long Clapperton, La Paz County Board Supervisor called advising he was also unable

to reach Mr. Hardcastle. We had the same telephone numbers the Count Officials were

ailing to reach him. We agreed to get their messages to him if we were able to make

contact. A timeline showing all efforts to reach the Company and email string is attached.

Consumer Services began receiving calls Tuesday afternoon about the same time the County

called. Some customers didn't want to be identified to the Company, fearing retaliation, Staff

agreed to not include their names in our database. During the outage, Staff reviewed

previous outages and customer complaints. See attached customer complaint history (2005-

2016), outage history (2016) and most common complaint categories for High Bills, Customer

Service and Unable to Reach the Company issues.

Mr. Hardcastle was emailed to advise the County Agencies were requesting he contact them.

See attached email.

2 Page 2
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On August 24, 2016 at 6:28 am, Company email advised, approximately 7:30 pm on August .

231 water service began to slowly return to interrupted customers service sites. Complete

pressurization of the system completed about 10:00 pm. In this email Mr. Hardcastle advised

the Company had followed its Emergency Operations Plan ("EOP"), discussed by Engineering,

and made the decision to handle the issue at hand rather than try to respond to any incoming

calls. They can't do everything, so they did what they felt needed to be done. Repair the

system. See attached email.

CONCLUSION

The Lakeside outage extenuating circumstances regarding notification could have and should

have been handled more efficiently. Customers who had provided their email addresses, if

updated, received notices and updates. If a customer didn't register his email address, he did

not. Notifying the La Paz County Officials and Arizona Department of Environmental Quality

("ADEQ") was clearly over looked. Notifying Consumer Services earlier in the process would

have been most helpful. See attached Rule regarding outage reporting and provision of

service.

Company did not respond to customers that had not provided email addresses.

During the Special Open Meeting, customers discussed trouble in resolving high bill

complaints, bill disputes, quality of service, rude handling by the Company and no call backs.

See attached report for each company for these issues - 1/2005 to 9/2016.

Mr. Hardcastle was questioned about the number of outages his companies had experienced.

He said he didn't have that information in front of him. Per Staff's records, five unplanned

outages have occurred in 2016 for Brooke Water Systems. One unplanned outage occurred

for Circle Gty Water, which happened on August 25, 2016. See attached outage forms.

RECOMMENDATIONS

Since this outage occurred, the Utilities Division has implemented a fillable, easy to submit

Outage Reporting Form on its website providing a telephone number and email address

Outage@azcc.gov.

When an outage occurs, Staff recommends Company notify the County Sheriff's Office.

Staff recommends the Company notify the County Office of Emergency Management.

Staff recommends the Company notify the County Board of Supervisors.

Staff recommends the Company notify ADEQ.

Staff recommends the Company include an Outage Message to all who call the Call Center of

the outage and ensure it is updated as needed.

3 P a ge  3
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Staff recommends the Company begin an outreach effort to obtain from as many customers

as possible, email addresses for a more timely notification.

Staff recommends better communication between the Customer Service Center and Brooke

Water's customers and,

Staff recommends the Company engage Customer Service training for their Service Center

employees. Consumer Services Staff has heard this same customer complaint for years. It

has been brought to Mr. Hardcastle's attention on several occasions. How a Company treats

its customers is not addressed in the Rules and Regulations, however, a good working

relationship with customers and treating them with respect would be a positive thing.

Connie Walaak
Manager Consumer Services

\

4 Page  4

I

1.



COMPANY STATUS

Current Companies own and operated by Ruben Hardcastle

Brooke Water, LLC.

Grde city Water

Water Companies previously owned andoperatedbyRobert Hardcastle

Navajo Water Co., Inc

Paryson Water Co., Inc.

Tonto Basin Water CO.. Inc

Payson Water co.. Inc.is comprised of the followingsystems

1. c & s Water CO

2. Deer Creek

3. East Verde Park

4. Flowing Springs

5. Geronimo Estates

6. Mesa Del Caballo

7. Myrtle Ridge

s. Whispering Pines

9. Tonto Creek Shores

10. Meads Ranch

11. Gisela Water Co

Star Vail=€Y/ QuailValley - No longer partof Payson Water Co

Tonto Basin Water CD.. Inc.is comprised of the following systems

1. Claus Forest

2. Tonto Basin

3. Roosevelt LakeEstartes

4. North Bay Estates

5. Roosevelt Gardens East

6. Roosevelt Gardens West

E & R = Pine Water Co., Inc and Strawberry Water Co., Inc.

Williamson Waterwodcs became United Utilities

United Utilities became Brooke Utilities on 6/19/1998 per Decision No. 60972

P a ge  5



PART ONE

smasnmwor cmnrms
wnsluan snnvIcn

RATES1 .

In Opinion and Order No. 58528,&ted Feibruary 2, 1994, as amended
by opinion and Order No. 58559, dated March 16, 1994, the commission
approved the following rates and chausses to become effective with
January 1, 1992 usage and April 1, 1994 billings:

Minilunmuun
c h a r g e

tfsage Included in
Minimum Charge

Per MonthG a l l o n s

M e t e r  S i z e

I n c h e s

G e n e r a l  R e s i d e n t i a l  S e r v i c eA ;

$ 1 6 . 9 0
2 2 . 5 0
z 4 . s 0 '
3 4 . 0 0
7 9 . 0 0

1 0 4 . 0 0
1 2 5 . 0 0
1 7 5 . 0 0

- 0 -
- 0 -
- 0 -
- 0 -
- 0 -
- 0 -
- 0 -
- 0 -

5/8" x 3/4" Meter
3 / 4 "  M e t e r

l l !  M e t e r
1  1 / 2 "  M e t e r

211 Meter
311 Meter
4 "  M e t e r
6 "  M e t e r

T H E R AT E F03  U SE IN  AD D IT ION  T O T H E MEN IMU M ST AT ED  ABOVE SH ALL  BE
THE SAME For  .ALL SIZES OF METERS. A l a .  ADDIT IqN@L USAGE sk uLL  BE AT
T H E R AT E O F  $ 3 .9 3  PER  1 ,0 0 0  G AL L U N S.

u-3039
.5

4

3

ORIGINAL A p p l i e s  t o  C o l o r a d o  R i v e r  D i v i s i o n

Issued March 16. 1994 Page 6
E f f e c t i v e A p r i l 1 ,  1 9 9 4

ISSUED BY

fRIcsl442s6

madelyn Howard, General Manager
Consolidated .Water Utilities . Ltd

p. O. Box 17710
Phoenix. Arizona 85011

i
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11:Connie Wat k

From:
Split:
To:
Subject: .

Mid1aeI Buck
Tuesday, August 23,2016 ams PM
UNTIL-outage!!
OUTAGEH - BROOKE WATER, LLC.

PER: Brooke Water, LLC
TELEPHONE NO.: 661-633-7526
COMPANY: Lakeside(lofter) Water System
WHAT: OUTAGE
WHEN: Monday, August 22, 2016 @1:30 p.m.
WHERE: Patrlm, AZ
GEOGRAPHIC LOCATION OF COMPANY: Palcker, As.
CAUSE: Walla leaks.
ACTION: Tech 011
DIJRATION:
CUSTOMERS AFFECIED: 10o

ADDITIONAL INFORMATION:

Aitezr workingon a water main repair almost all night, two additional water leaks have erupted
on the 1owerLakeside water system. The water service has been interrupted to at least 100
customers in this area. Opelratioans and constructioncrews are on-site attempting to 1et\n°n to
service as quickly as possible. No projected time for service return is being fozttecast at this time.
We will endeavor toreturn the system to service as quickly as possible and keep customers
informed as repairs progress. .

Thanks you for your patience.

WHO DAMAGED U'I'[LI'I'Y'S PRGPERTY: Ma
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Dehonahkmagan

Fl*a1m
Silly
To:
Sulked: .

Midland Bud(

wed»1=d=u» Augus:24,zo1611ssAm
u1140u1=9e11

ounce II _ BRIOOKE WATER. LLC

*****FlNAL*****FWAL*****F1NAL*****FlNAL

PER: Bx\ooMeWata,LLC
TIIELFZPHONE NO.: 661-633-7526

|  C O W A N Y : Lakddedowar)Wna'Systuum
8  W HAT: O U T A M
i  W H H I : Sunday,A1u4lllt21,2016@9:00p.m.to

T'lH°lIW»Al8lIl¢23,2015@7=30PJ""-
W E: P'zudnu',AZ
snoanmc LOCATION OF OOLDANY: Padua, AZ.
ZIAUSE: . ¥un¢¢lli¢!q¢¢ll¢l~¢I»¢mlgvllv¢,
\CI'ION: Tdon¢eL
)URATION: 44 lmm1 30 mlm||te|
:usl'omEns Anrncrnln 200(lee wmmmu haw) `

LDDTFIONAL HUFORMATION: -Plmeseeaunail sl:d1n|giumCumupwngr.. .

\nwwo g ma w m@1 |ws t mn i @ I t wo a mh,¢1e,gnhsv¢ I9484on,]°w,¢
.ak dewut¢systm.1hevvat5saviceMsbemin¢uuupmedwdlust100custumminMsmu.opuna&um1s
ndwmstudonauwsdeomdteWmnpEngto1¢mWsavicelsqdddyasponihle.Nopmjecued6me&>r
uvioenmmikbdngmecast'¢&ds6me.Wevvil1anduwuur tom¢mMsysmmtomviceasqudeklyas
os&1eMkqqcusunmusin&numedasIQaMpmnglw.

M=ulm°uMywn=8ww»

* a n *

'om: Braun Utilities lmailtozbui info@hlool4eu\iIlties.nnmI

%l'ltTU8dlY,AIlgust23,20157:18PM.

ahglects Lakeside Water0uqe (Update status)

-Ne: Angult23,2016
hula: 1910 hlllu!
e: L»k=m¢w¢mouug¢(¢nw»)

heOpuad||ums mdcu|||sl1ruM1uumpeoglemmmdnom--|liema&mg|ddM||ml|lrqdr|tneumctrulvdvuand
MWWm:pipingTIleLaPizColuntyEnlelrge||cySuvic6DQllMWi¢hNln ed:NON-FOTABLE
1»r¢¢1.¢yv»u¢rmureeaamwrnxaf canmwamnr.afulewaailngshnpwlnunuavnlnbum
lstomus as wd»d.nmmmnn -_ rms 18 A NON-PUTANE wAs souncm NOT
PTROPRIATE FonHumAnconsumrr1onn99' 1umd.eumlt|'m mruu»|mees wM eumlinue to
orkonWeprohlaumumliluesclmiiumhasbedm esbhlilhed.Relo~mneah'omadlirdpartyeou\tactnr
aeweetedtumiveeallia'tadllyhmtwlmidnoteonmmItMbdngom¢Memtil&nonuvvnmnuli1ng.'Huis

1
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From: Bob lhldmsde[mdlto:rtI'l0bluolweuUI&es.ualnl
§Gntwdnesday,Algst24,20166228AM
To:connleWalmk<cwalmk9azec.gnv>
CuDaleAllred<DaleAQbluoI4altIlitIa.non\>
slln4¢¢¢=neunesidevranusysnem-alnol=ewam¢r
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I¥¥mmIImmy200 Mu,m&19|,¢8_QP'ni¢6m1&-WMM1&1§VI!lm16098818||"11¢0mm60m0f¢,
w -sg1tmmatalppluud1nlm:wdy0600huurlonA1llgn24. . ' '

Atappmi1nuwdy0730lin|unonmuaustzsmcnmmuumamnnaawusinwrputyaourw nfwur
m 4amwnua.=1m¢n|vuulnu|mh¢|acny9manufinnumfmgummnum»¢rvi=¢.A¢m¢u,
111°C°IIIPlllW1ldi°*v"liEPC°l'wlllvlilll1i¢4\°llllw<14SlIll\41°¢Il¢W».EP9°l'»\'&HHIlM'IWw1llil\S
vvhuwmnneaaanumuu =»mam=a¢»l»aaiu¢mlnupu»uml»mvmmmmaeqnipunnnuunnosaonnmm
unAngn»¢z4.11l»¢uln@-punymvinuwmfwuanp¢nn»llw¢lulkr¢p»ur,r=eum»um¢unnnamea
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Fourcustumen'ldvioliesamdupdatumdatdto&i|eundilinm1|u'e toasiummenviammailm2300
hams<»fAnwzo;=»ppmmnlumay1000n,~ur¢»nmugn¢z1;lwuunn»lmsy14onnntun¢n.wgunzz;
md,||ppuluudnuW 1600hoursmA1||gun23.TheC0m4u|myimpMmmted-MEml'gm¢y0pu1|dnm1|Hin
(hdomnnllly)|tlppmnudlmmMewl900hnm'|unAngllt21.Th¢urelre||pputuMlnMdy230wMD n
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andcauseddlnmags.IntwwnlnaWnmnssevuedamwetoinevvatsayswuvudnme.Tllaewmterleal¢smst
beeone¢u=dlmdlwadrdlMnrel1ewlypmru|||rWedwatsmbelnIhruducedl|Ixtotl|e|y|tem.In someules
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Idllg&enMfewdaysluhleqIu¢rQdnandrqheemmtwillbeluquhtedtnbemnde.Tlmreare
dytobe|hort4a'mwwta'|ervieeMturr 1umsaspartdWi|purocs|.Asd0600lm|m'sd|lsmomIng
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BRQOKE WATER TIMELINE LAKESIDE SYSTEM

. a/21/16 -8/z3/16

(with planned outage 8/24/16-perm repairs)

I

)

(BH)8/22/16- Mon. 1:44 pm Initial Report - Main break + 2

adds leaks '

-wed nearly all night

-100 costs affected

-No projected completion time

(BH) 8/23/16- Tue. 7:09 am Water Outage Status Update
-Wkd thru the night (again) repairing water main leaks caused by

failed pressure relief valve.

>

I

-Different customers are being affected than orig

.8/23 (CW)4:15 pm Cld'BH, left msg advising Cty Sheriff's

of, Cty Board 8¢ Customers trying to reach him
(CW) 8/23/16-4:54 pm email to Tom, Staff

- updates re: LaPaz County els, customer ds

(STAFF) - Five calls to Co.

(CW) 8/23/16-5:03 pm email to WET Team
-forwarded same email as to Tom, above

(CW) 8/Z3/16-5:07 éMai| to Bob -= Importance High
-Please provide outage status. .

-=Calls received from LaPaz Count Sheriff, questioning status

-Calls from Lapaz County Supervisor - looking into providing water

(BH)8/23/16- 7:18 pm Outagestatus- Ops/Construction
onsi te

-La Paz Count Emergency Services Dept providingNON-POTABLE

P a ge  12
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Water at Commercial Dr. at Welding Shop available as needed

-Ops/Construction resources w/cont to work until resolution

3rd party contractor will assist tomorrows(w/b planned outage to

perform permanentrepairs)

(BH)8/24/16- Wed. 6:28 am - StatusUpdate Work

complete

2 page detailed update with-Note: "Customers reintrOducing water

to their service locations should thoroughly flush their water lines

before use or consumption" and " [The Company]...after assessing
the damages and effect in subsequent days, will make monetary

adjustments to customer account, as appropriate

(BH)  8 /24/16-  6 :39 am - Update Status

-water on 9:30 pm returned to normal function
All Customers -thoroughly Flush lines

(CW)8/24/16- 8:30 am - email to Staff with above update

(CW)8/24-/16- 2:00 pm - Teleconference with

agencies/Staff

(CW)8/25/16- 2:00 pm - Teleconference with

agencies/Staff

(CW)8/25/16- 3:00 pm - Cld-Lft msg for BH, Dale Allred

and Customer Service 800-27-9-6084

(CW) 8/26/16- 7:55 am emailed BH advised 'again' Count

still waiting to hear from him & if lines had been

chlorinated and flushed per ADEQ requirements- no

mention of this in his reports. Very important-need info
(BH)8:18 am- email, add system flushed
(CW)8:30 am- email, questioned last request for cost email update
(BH)8:44 am- email, response to cost email update

P a ge  13



(CW)8/26/16- 10:00 am - Meeting with State

agencies/Staff

(CW)8/26/16- 2:00 pm- Teleconference with

agencies/Staff

(STAFF)8/26/16 Returned els to all Lakeside customers that

had cld during outage to question water status & quality

all had water and were ok with service

(cw)8/26/16- 5:07 pm - emailed Bob Hardcastle memo &

OM agenda

(Smaila-Eng)8/29/16 Staff engineer at location site visit

meeting with Dale Allred

(CW)8/29/16- 8:45 s/w Jodi - provided update/status

(RH) 8/29/16- 9:00 am Bob called to discuss OM & agenda

8/29/16- Special Open Meeting - Commission Staff

Meeting

Report by Connie Walaak

P 4614



Brooke Water,LLC. w-010394 Chide City Water CO-» LLC W-0851llA

Camngiainfs Innninnes 0pwnms Cnnnumlauinm8

Navajo Water Co., Inc. w-oa5uA Payson Water Co., Inc. w.4nl3514A

Inquixzes Cummnmaims Inlquixnes

Tonto Boson Water Co., Inc. w-aa51sA
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Eire Water Co., Inc. w-4935124 Stlr8lwbeuncy Water Co., Inc. w-4B513A

I I 11/I-_
3`¢

C°4'1'=l!1l=i1\1¢s Inqdiles 0Muli0»ns

°*'*'*'Desen Utilities, Inc. w-o2n15A High Country Water Co. w-024114

'*'**Rime-Oak Waver Co. w-4uaas»eA **=i8E8cR Waxes Co., Inc. w-01576A

'4'**W'llliz1nnsou1 Watelcwnmks, Ilnc. W-412137A '*'*United Utilities, Inc. w-nmsm
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From 1/1/2005 to Current Zoo

&°p&°i°1=5
From 1/1/zoos wcmmtzwo

From 1/1/2005 to CurnentZa:o

CO]J0|Pf|2i1J.tS9 i[|q|]i1:ig$ &°P5nimls
Fnom i/1/2005toCurnentZe1no

. i n  . . & . .

From 1/1/2005 to Curran: Zac
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€°"1Hp11@iH¢s=i11q\1'i1i¢s &opinions
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ightstorm, s. A
all Center Statistics
:rind January2016

1. Calls per Company z. calls per can

Kev===ll 212

125

0

1'nrrAL 337

3. Calls per Type 4. Calls per Duration Tier

A

B

c

D

E

F

s

H

I

.I

Service on Request
dose Amount (§avice Off)
Statement & Payment Inquiry / Bill Copy

Meter Re-read Request

pavmenr Arrangement

Leak Report

Water Service Interruption / Conservartion

Cunstomer Amount Inquiry

Credit Card Payment Process

Disconnections Related

1t93
4tQ7
a m
12+

ass

69
7

s

TOTAL 337

5. Calls per Week Tier 5. Average Calls per Day

Week #1 ( From4-8)
Week #2 (Hum H-15)
Wed: #3 (From 18-22)
week #4 (From 25-29)

Mine Days
Inbound Calls
Outbound Calls (Voice Mail)
Tale! calls out forGos price Changes

18

222
115

P a ge  17
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Lightstorm, s. A.
Call Center Statistics
Period FehruaryltllS

1. Calls per Company 2. Calls per CSR

\. .

NWCO

PYCO

p i c o

SWCO

TBCO

ccco

TOTAL

J
VACANT

I  l »51  .

223

284

0

iTs.
0
0
0
0
1

58
507 TDTM. 507

3. Calls per Type 4. Calls per Duration Tier

Service on Request

Gosh Account (Service Off)

Statement a pavmenc lnquirvlBill C°pv
Meter Re-cad Request

PaymentA n an em w t

Leak RepoI't

W ater Service Interruption /Conservation

Customer Account Inquiry

Credit Card Payment Process

Disconnections nausea
Other

112u~8

4 u l 7

8 u u 2
12+

A

B

c
D

E

F

G

l'l

I

I
K

'110r1-AL

35

4

3
2

3

5

12

106

257

23
57

507 1uwA1 sum

5. Calls per Week Tier s. Average Calls per Day

Week #1( From 1-5)
week #2 (From8-12)

Week #3 (From 15-19)

Week #4 (From 22-26)

Week #S (From 29)

144

132
78
75

78
507

Business Day; .

Inbound Gills

Outbound Calls Noise Mail)

Total Calls uutfor6as Place Changes

21

326

181

P age  18
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ightstorm, s. A.
ll Center sgtistiq
'id naAna4 zals

1. Calls per Company 2. Calls per CSR

swco
NWCO
PICO
PWCO
swco
TBCO
ROCCO

Kf¥5U811
Jose

VACANT

730
246

0

TOTAL

@ -

o
o
0
0
4

83
4-75 ,10m 476

3. Calls per Type . 4. Calls per Duration Tier

1t03
4u»7
St012
12+

390
74
11
1

I
I

Selvice on Request
Close Account (Service off)
sramenwn & Pay/mart Inquirvl Bill Copy
Meter Re-read Request
P'aymentAnal1gemem
Leak Report
Water Service Interruption I Conservation
Cusmorner Mount Inquiry
Credit Cifd pavlnent pvacess
Disuonnectians Related
Other

TO
6
o
3
4
3
s

96
29
34
42

'rum. 475 Tofu. 476

s. Calls perWeek Tier 6. Average Calls per Day

week #1 ( num 14)

week #z (From 7 -11)

week #3 (From 14-181

Week #4 (From z1-251

Week #5 (From pa U 31)

100
70
81
91

475

Busil\e§ Das
Inbound Calls

Outbound Calls (Voice mau)
Talal Calls oqtforGas Price Glauges

73
317
159

4
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I WH l  II Il l \ l l  l l



Lighistorm, s. A.
Cell Center Statistics
wind Alum. 2015

1. Calls per Company

1

z. Calls per CSR

8wco
nwco
PYCO
p i c o
swco
TBCO
ccco
TGTAL

297 Krysteill

Jose

mama Fernanda

165
163

o
1
D
o
o
0

30
328 'rcrrAL 328

3. Calls per Type 4. Calls per Duration 1ier

A
B
c
D

F
G
H
I
.I

TUTAL

Semite on Request
Close Account (5€w'ioe0ffl
Statemalt & Fayman Inquiry/ Bil Copy
Meter Re-rad Request

E Payment Arrangement
Leak Report
Water Savie Interruption I Colservation
Customer Account Inquiry
Credit Card Waymerrt Process
Disconnections Related

K Other

t o

3

o

o

5

2

1

7 0

1 7 0

1 4
23

1t63
4tO7
8to 12
12+

' m46

13
3

sos TbT1u. ans

5. Calls per Week Tier s. Average Calls per Day

Week #11 Fran 1)
Week #2 (From 4-8)
Week #3 (From 11-15)
week #4 (Fran-i 1s-22)
Week #5 (From 25-29)

T
93
70
52
97

ans

BusinessQays
ll'lbo\ll1d Calls

Outbound Calls (vniae maw

Total Calls omfof Gas Price Gwnses

2 1

269

59

Page 20

I l l ll l H u



ightstorm, s. A.
I" Center swisIus
rind: MAYN15

1. Calls per Company 2- Calls per CSR

BWCO

uwtso

pico
PWCO

swco

TBCO

m c

TOTAL

4
1
o
o
4

29

Krystell

lose

Maria Fernanda

doz

180

74

365 TOTAL ass

3. Calls per Type 4. Calls per Duration Tier

x
| 41

10
0

|

wma
4m7
emu
12+

II

a
I

I

I

rx

Sehriae on Request

dose Amuurw (Service off]

Swhsnes & Psyms-1: Inquiry/sal copy
Meter Re-read Request

p9wn€n¢Arrangement

Leak Report

Water Service lntemxption / Consewetion

Customer AtoBlll1t Inquiry

Credit Card Pwayment Process

DisconnectionsRelated

Other

29
2

4

o

4

2

14

11:4

1.61

3

43
'r arAl . 356 rorA. see

5. Calls per Week Tier 6. Average Calls per Day

Week #1 ( From 3 - 7)

Week #2 (From 10-14)

Week #3 (From 17-21)

Week #4 (From 24-28)

week#5 (From 31)

. as
al
86

100
6

365

Business Days

Inbound Calls

outbound Aus (voice Mail)

Toma! Cans ougfqrsas

21

294

72

s

P a ge  21
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Lightsto rm, s. A.
Call Center Statistic
Mrind: .IUL 2015

11
l

1. Calls per Com pany z. Calls per can s

BWCO

NWCO

PYCO

pico
swco

TBCO

CCCO

TOTAL

343
2
1
o
o
0

VACANT

J

VA£ANT

nr"
o

447

o

48

441 1gTAL 447

3 . Calls per Wpe 4, Cal ls per Duration Tier

A Sewioe on Request

B dose Amount (Service Off)

c Statement & Payrmait Inquiry / am Copy
D Meter Re-read Request

E Pafyment Ananganent

l= Leak Report

G Water Service lnta'rulation / Conservation

H Customer Account Ilwwiw

I Credit Card Fayment Process

J Disconnections Related
Other

1tO3
4tO7
stolz
12+

la
1
0

K

TOTAL

21
0
0
o
2
z
0

145
274

0
3

449 TUTM

s. Calls per Week Tier 6. Average Cal ls per Day

Week4:1 (From 1 I
week #2 (Fromm - 8)

Week #3 (From 11- 15)

Week #4 (From 18 - 22)
Week#S (From 25 29)

T
90

120
64

139

BusinessDays

Inbound Calls

Outbound Calls (Voice main

ThaICalls outforGas Prime Granges

21

221

9 1

P age  22
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gntswrm, a. A.
Center Statistics

ld:
Jun~16

1. Calls perCompany
2. Calls per CSR

NWGO
p m
pico
SWCO
TBC()
GCGO

rorA.

396
2
1
D
o
o

i s
447

72
147
83
as
57

rp'rAI.

3. Calls per Type
4. Calls per Dm°at*ion Tier

Service on Request
Close Account (5ewi1:e U91
Statement & Falynuent Inquiry / am copy
Meter Hewead Request
PalYI¥\€l'ltAlTallganen¢
Leak new:

Wirer Service 1"9e"1|l1'li¢n I Conservation
OI-IstnmaAaorxnlt mqui-v
Credit ems PaymentProcess
Disaonnectinns Related
Other
TOTAL

H
0
3
o
2
2
o

145
271

o
3

44?

Una
4t07
8tO12
12+

TwrAI.`
447

». Calls per Week Tier
6. Average Calls per Day

wea¢#14n¢m 1 .9  .
Weekft2(From8-12)
weeksa(Fmm1s-1.9)
Week#4(Flnm22-26)
W€ek#5(Flum29-31)

so
120
64

139
_ 442

8usiu85509y5
:nun--mans
0Ilth°u|ldca||5MJi0email)
Otter 1

z1
zz1
99

Page 23

lll\l ll

Diana

4z8.
i s

1
o



5lll.aLul al, J. I-\.

Center Statistics
d Aug-16

. Calls per Company 2. Calls per CSR

BWCO

NWCO

pico
FWCO

swco
Taco
CONGO

To1°AL

sea

2

3

o

2

o

4 1

701

Stephannie

Jose

Damn

Paula

Alex

121

206

122

12s

124

TorAI. 701

Calls per Type 4. Calls per DUration Tier

Sendce on Request

dose Account (Service off)

Staltement & Payment Inquiry/ Bill copy

Meter Re-read Request

Pigment Arrangement

Leak Repgft

Water Service Interruption I Conservation

Customer Account Inquiry

Credit Card payment Process

Disoonneoticns Related

Other

1to3
4tC7
sralz
124-

as?
29
3
0

r a m .

16

o

9

1

4

11

286

119

255

o

o
701 TUTAI. 1111

I

Calls per Week 1'ier 6. Average Calls per Day

week#1(Fr om1-s  )

Week #2 (From 8 - 12)

Week#3 (From15-19)

Week #4 (From 22 -26)

Week #5 [From 29 , 31)

i i
as
so

445
78

144

Business Days

Inbound Calls

Outbound Calls. (Voice Mail)

Dther

24

510

167

o

i
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Connie Walczak

FroM:
gem:
To:
Subject

Connie walaak

Tuesdaty, August 23. 20165:07PM .

Bob Hadcaslie <rth@brookeutilities.com> (Nh@brookeutiIMes.com)

Lakeside Water System - Brooke Water

nil?¢l-ganna; High

-. Bob,

*lease advise stains of the above water outage and plan for providing water to Oise without service. Staff has received

ills from the County Sheriff and County Emergency Services questioning how to ready the Company for a status report.

Paz County Emergency Services is setting up a database to track those in need of water and are looking into providing

ion-potable warlzer and possibly purchasing drinking water

iéase pmnride an update as soon as possible

hanks
Annie

P a ge  25



Connie Wdczak

Subject:

Imporancec

Colllie wal k
Wednsdagr, Augu§24, 2016895 AM
Dania Czedlolildu"; Eliah Abilléll; Tlevor Baggiolle'; Tilda C T8lll\l8 'Misael Cabnweua
danbQaauntys;lpalri~ors.org';1eun'fet Bondage; Tom Bmdeuidc;
'vamnmp@nnaa.il1io'; 'soaig@az\nihgov'; 'dwdm1lum9uvlrata'.gov1
l=lil!lillndeI'@H2»9w7 jlUams@4IMau.g0vT Mau 919 'dannyjohlson@dmfdorg
layj¢lle5@aliml-_mm-; MatthewJ. Rowel; 'I:anris.sdudte@amdlema.gov*.
'&lalnon9saumdalszgnv'; '¢l1=i9=@=w°mmewe-mm': 'slnithQamnrifa.gavf

Andy Tobin; 'nebeaauhlalylel@amdelna.go¢
l4BiHm@azuDmmememm'; 'l:r4ilIialns@lm0°\1fll=i=s»°I§'s Paulie A Woodhull
id\AbiI'\al1;TaliF0l¢A1\ngebpilol:LalmenA.Fenigni;BlandonNeh0I¥AIAmezu.m

D°|'°"|\3F°99'*p-'9\|1yG0m4 mifYM¢€:mid¢§iB\ldcRid18fdM815lI¢Raumnne
Bess: Trish Meeker
FW: lalnside WaterSysteln - Bmolae winer

High

FYI

Per Bob Hardcastle's final sentence, it appears that Lakeside Water System - Brooke Water is back to normal operation
as of 6:00 am this moving. I believe the Augustz4 date in his briefshould be August23, I will verify this

Connie

From: Bob Hardc8stie [maihto~rth@brookeutilities.com]

Sent: Wednesday, August24, 20166:28 AM

To: Connie Walczak 4cWa|¢zak@aznc.gov>
Cc: Dale Allred <DaleA@ bnookeutilities.com>

Subject: RE: Lakeside Water System - Broke Water

The Lallsceside (LKS) water outage Io Parker, AZ recurred approximately 2100 hours on
Sunday, August 21. Subsequently determined, the cause of the problem stemmed from a
failed high pressure reducingvwalve (PRV) that is located between four sections of customers
separating upper ITS from lower LKS. The customers are separated by various pressure
zones because of elevation differences in the service areas. A PRV holds back high pressure
on one side of a vwalfve against lower pressure on the other side of the valve

Operations staff was on-site at 2130 hours on August 21 and remained on-site (with little
H-'»sf) rough approximately 2230 hours of August 23. Water service began to slowly return
to interrupted customer service sites about 1930 hours au August 23. Complete
presslmrizatiou of the system was completed at approximately 2200 hours on August 23. ops
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...... -..__ ..-.........- vclulvll uperauonal condition of the water system at approximately
0600 hours onAugust 24.

At approdmately 0730 hours on August 23 the Company contueted other third-paulrly
sources of repair including EpCor Water (Lnllne Havasu/Bullh d City) to assist 'm
returning customers to service. At list, the Company bdierved EpCor was available the
same day. Subsequently, EpCor, better understanding what was needed at the sites,
conclnnitted to additional operations service sing' and equipment at 0830 hours on August
24. Thee third-party services will focus on permanent leak repair, reconstruction'of
effected site and rebuilding/replacement of theM d  P R V .

Four customers' advisories and updates related to this condition were sent to customers via
email at 2300 hours of A1||g1ust 20; approdmately 1000 hours on August 21; approximately
1400 hours on Alugust 22; Ami, appm-ou:innlate1y 1600 hours on August 23. The Company .
implemented its Emergency Operations Plum (informally) at approximately 1900 hours on
August 21. There are approm°mately 230 customers as members of the ail advisory list.
Numerous email advisory messages were returned as "undeliverable" as customers halve
not updated new email addresses since submitted to the Company. At various timer of
°epair during this period as many as 200+ customers (and as few as 50+ customers) were
mt of service depending on pressure zones, repair status, and construction laeement

4411

.TUSTOMERS REINTRODUCING WATER TO THEIR SERVICE LOCATIONS
zHom.n Tl1ono0GHLy FLDSH THEIR WATER LINES BEFORE USE OR
:onsumr'rmon.

The effect of a Nailed PRV allows high pressure to suddeldy rush, uncontrolled, into the low
~ressure portion of a system. This condition causes uhsequent high pressure to crack
erviee lines, separate service lines, open control check valves, and ,cause severe Water
:akaga In some www, water leaks cannot be detected for many hours later. Operations has
in able to identify at least Eve or ax separate London where this condition- pemdsted as
if pressure watter rushed into the low pressure side of the water system.and caused

aurnageS. In two locations severe damage to the water system Was done. These water leaks
met be corrected and unpaired before needly pressurized water can be introduced into the
stem. In some easa leakrepairis atediousandleungthyproeess.

AILED PRV'S., LIKE MANY GTHER WATER SYSTEM com;ponEnrs.
'ANNOT BEPREDICTED WITH ANY CERTA1NTY.l

operations will be engaged 'm subsequent permanent repairs and replacement of effected
aler system components..Thisi process could require short-term water service
Interruptions while repairs are made. . . 1
lore than 230 customer contacts were made to the Company's CSC on August 21 -and
august 22. These calls were answered in the order received by not less than Ive full-time

2
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..,..,*\ .~, ».".4€ Susan: cans. UI course, not au calls could be received and numerous customer

messages were left at the CSC message center. . .

The Company, of course. sineerelv apologizes for this unpredictable
inconvenienceand. after assessing the damages andeffect in subsequent days..
will make monetary adjustments to customer accounts.. aS appropriate The
Company d1an8 ALL at' its customers for their patience and understanding.

As 'of.0600 hours oh August 24 the LKS water sgnstem is fi1une6o1ni1dg norimilly.

R T H
RTE@liann.cum

Hum: some vvalaak fmail1n°C\Jvalczak@azcc.aov]
Swf: Tuesday, August 23,20165:07 PM.
To: Bub Hardcode
Subject: Landside Wane Sys ran - Brooke wane
Impnrhanne: I-Egh

Bob,

Please advise status of the above water outage and plan for providing water to those without service. Staff has

received calls from the County Sheriff and County Emergency Sen/ices questioning how no reach the Company

for a status report.

Lapaz County Emergency Services is setting up a database to track those in need of water and are looking into

providing non-potable water and possibly purchasing drinking water.

Please provide an update as soon as possible.

Thanks,

Connie
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Complaint count by code firm 1/1/2005 to 9/9/24016

Billing Complaints: Quality of service complaints:

High/low spumed Response time (Customer so Can't Reach Cd

Brooke Water LLC. 15 44

Cirde invwar co, LL€; 0 6
Navajo Water co, Inc 4 20

Payson Water Co, Inc 16 56

Tonto Basin Water Co 7 14

Pine Water Co, Inc 26 33

Strawberry Water Co 1 6

High Country Water Inc 0 0

9 22 67

z 'z 12

9 5 35

17 Z7 75

6 lo so

3 4 5

0 3 1

o o 0

Grand Total: 69 179 46 226

P a ge  31

73



Connie Wdczak

From:
Sent
To:
Subject:

Midlad Buck
Tl.l€sd8y,' Aqgusr 23, 20165:09 PM
UNTIL-Outage!!
OUTAGE II _ BRDOKE WATER, LLC.

PER: Brooke Water, LLC
TELEPH0NE NO.: 661-633.7526
COMPANY: Lakeside(lower) Water Systaucn
W HAT : OUTAGE
WHEN: Mw1d=w,Augus¢22,2016@1:30p.m.
W HERE: Palmelr, AZ
GEOGRAPHIC LOCATIQN OF coM1>Any= Parker, Az.
CAUSE: Walla leaks.
ACT ION: . Tech on site.
DURATION:
CUSTOMERS AFFECTED: 100

ADDITIONAL INFORMATION:

After worldngon awatermain repairalmost allnight, two additional vwaterleakshave erupted
on the lower Lalkeside vvatersysteun. Thevvater servicehas been interrupted to atleast 100 .
customers in this area. Operations and constructioncrews areon-siteadiennqatingto retllmto
service as quickly as possible. No projected dine for semlce return is bet forecast at this time.
We will endeavor to return the system to service as quickly as possible and keep customers
informed as repairs progress.

Thanks you for your patience.

WHO DAMAGED UTlllI'Y'S PROPERTY: Ma
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_ Z g' _

Michael Buck

swam:

.»ant:
To:

CG

sol»jea=

miehael Bud:
Thursday September vs, 20168:49 AM
mn.-outagen
.Lodi Jelidl
OUTAGEI 8 BROOKE WATER, LLC.

*****FINAL%#***F1IQ'AL*%%%&F11Q'AL*****FNJAL

PER: Brooke awa, LLC
TELEPHQNE NO: 661-633-7526
COMPANY: MoovalyaKe=ysWata System
W H A T : I OUTAGE
W HEN: Thursday, Septealubm 8, 2016 @6:30 a.m. to 8:30 a.m.
W HERE: Paluclnear, AZ _
GEOGRAPHIC LDCATION OF CGMPANY: Paudnelr, AZ.
CAUSE: .Danc1a»gedwatamdn.
ACTION: Cnewonsite
DIJRATION: 2 hours .
CIISTOMEMRS AFFECTED: 30

ADDITIONAL INFORMATION:

'|
I

I

While digging to iindasavicelocationawanxermainwasdannagedinthe Sarndpiperareaofthe
8/IoovalyaKeywsvvatersystent1i11Pa1:lkesr,AZ.Avvatersysteminmerrlrptionwillhavetobenuade
'o complete the necessary repairs. We be1ieveappm0mi]tlname&y30 customers in Sarndpuiperwillbe
effecmed andexpectnepd1'stobenna.dein4hours or less. Theexterrt ofthedannuagehasnotyet
aeenifullyalssessedandnnaybeurpdatedintheneariirtmreasmorebecomesknovvn.

We apologizeibrihiswalza'serviceinmeucruptionandwillamdealvortoIetumthevvalnasystennto
mmnng1qpexaltinmsgsquicklyaspossible.Thankyouforyuurpatiaaoe.

Brooke Water.LLC

The nature of the water system repair was related to a broker; service line linear a water
main. The repairs have been completed and water service has been restored to all customers
except the one elected service line customer. Those repairs are in process.

WHO nAmA9n UTI[lTY'S PRGPERTY: Brooke Water

5 842 184€426 £f.8{78{.J
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Michael Buck

OUTAGE I BROOKEWATER LLC

4ul;s»¢FIIQALEm*lq:wqAL= §HTBqAL':+lm

PER:
TELEPHONE NO.:
COMIPANY;
WHAT:
W IEN;
WHERE

Roba:tT.I-Iardcasde
661-633-7726
BnookeWaterLLC
OUIAGE-Mz@uaVMageWaM $y~S1=¢¢1&
11:cl1wdzy,May5,%16@7:00a.m.M8:53a.m.
Nmmmaviuagewanasy~§m¢nminp¢r1m,Az.

GEQGRAPIHC LOCATION OF COLEANY: Pilrkell, AZ.
CAUSE: Em°4w¢wR4¢@

WMcomn9Jene1:epeds andnatdmnedservice.
D U R A TI O N : 1nmus5¢nim¢s
C I I S T O I Q S A H E C T E ; ?????
ADDITIONAL H9FORMA'ITON:

pkasebeadviseddaatwmnerservicemallcusuunagrs ofd1e1\LadnaViI1a»gevvmersysnennhasbeaniniueorupnedforup
to4hnfurswium e@&mmumrgen¢:ylmkeom1ilion.Weapo1agzefordmeuncxpecnedimaieincupiiounand
willenldeawbr1:onemmiesysueunmsuvineasquMdyaspossihle. .

sperDa1eA1l1:edWetechnid=aln,&erepahhasbemnnadeanddmesystenaisbacktononluna1.ope1actiom:.

iI- Io DAMAGED UTILTTY'S PROPERTY: n/a

ACTIQN:
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Michael BM
1-In iul-li1. .|

TD:

$'l1:!i€¢¢:

Midlael Buck

Wednesday, February 1o, 20164:65 PM

U`IIL-Outagell

OUTAGEI - BROOKE WATER LLC

PER: nnmr. Hawdcanstle
TELEPHONE NO.: 661-633-7526
CDMPANY: B e Wane LLC
W H AT : OUTAGE-Emergency
W HE N: Tlaumrlsnday, 2;10-201.6.@2:30p.m.
WHE RE : Moovalyakews 2 Wats Sjlstem'mPandna, AZ
GEOGRAPHIC LOCATION OF COMPANY: Palmislexr, AZ
CAUSE: wars-system line.
A CTIO N: RWEI in pulocess at this time.
DURATION: Appwoxinlnameiy 2hours to17 1.
CUSTOMERS AFFECTED: 150
ADDIITONAL INFORMATION:

WHO DAMAGED U'I'lL1TY'S PROPERTY: 11/8

4 .

4

3bnt
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Michael'Euck

To:
Subject:

Midlael Buck

Thursday, January 21, 201612:30 PM

Mn-ouzageu

OUTAGE I _ BROOKE WATFR LLC

I

P E R : - R o h m T. Hardcalstl»e
'TELEPHONE NO.: 661-633-7526
COMPANY: Hmm Warn LLC
WHAT: OUTAGE .
WHEN: Thursday, 1-21-2016 @9:17 a.m. to 12:17 p.m.
WHERE: Black Rock Dr. in the Moolvwalya KW# Water swim in Palm, AZ
GEocazA1=H1c LOCATION0F COMPANY: Parker, AZ
CAUSE: . emergency repair to water syslaemlines
ACT ION: repairs made & service restored
DURAT ION: 3 hours
CUSTQMERS AFFECTED: 15-20
ADDIT IONAL INFORMATION:

WHO DAMAGED UTILTTY'S PROPERTY: Ma
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Miduslel Bud:

"Hmm:
s o n :
To:
Cc
Sulajadz

Midlad Bud:
rnaay, sepmweraz, zo1s 12:15PM
um-oungen
JodiJel'id\
OWAGEI Q BROOKE WATER LLC

0H 1DH

*=**"Fu1AL*****n:mAL**#*1=n~zAL*****FI1~1AL

PER: Bnnol9eWdn°, LDC
TFWITHONE NO.: 661-633-7526
COMPANY: PfandnrnumWama System
W HAT: scmzmJLm>ourAGB
W n m i i I*li¢IIw» 8°pU=141b¢2, 2016 @8:30 a.m.
WHERE: P'lldna',AZ. .
Gaocnnmc LOCATION OF COMPANY; Pudnar, AZ.
CAUSE: Rqsuins. . '
ACTION: aWwmb¢v»m1¢i,mg¢nn¢¢¢mymq,a5n¢n4im4,¢uv¢un¢l¢8wpallM¢slm,g,&,d8&_
DURATION: 21191118
CDSTOMERS AFFECTED: Agpuzuuninnatdy 196

ADDITIONAL INFORMATION: I

rlenae beaavieamf Ag Umm:wnamvinnlmarupulm°fa1¢ruu=l-n1nnuea'want
Blr00keWata°LLCoMlidlWBllll¢llIdlIll¢lllldthmwlJel'lylteml\asheelndmu1edtlhlmurlilllonauting
annditMum.WataqulenmnealmddbeliIgruslungtonnnmnlkvduovu'daemextlluinrarm .

Fhnmb yolfor yum' pawlimne and cumlidadinm.

Brooke Water' LLC

WHO DAMA u1n.mt's PROPERTY:. l ae m u

0

Page  37

1

1.....



Michael Bud:

MidlaeIBud:
W!dll8dq4Aug\st24,ZOl61E9 PM
Mn,-cuugg
OUTAGE H- BROOKE wAmz, LLC

PER: MuclneWnn',LI£
TELEIHQNE NO.: 661-633-7526
CQWANYg Lllnmide(]nlwu')WM€.Systan
W A T ;  . m~4poRAny sERvicE INTERRUPHON- PLANNED
W M I ; WedluHday,Angud24,20l6@9:20am.to??7???'I?
W E: Pa&s,AZ .
moanmc LOCATION OF COWANY: PPM; AZ.
CADSE: pu:n»nm14air<>fu»&i1ea1=1zv.
ACTION: Qwwondtea.
DORA'l'ION: App mm. lhuur
cusTonmsAnncrm: Mnstcustnmaindmeara.

ADDITIONAL lnnonmAnon:. -
.

A f  ¢p¢mamLK s wlmlwmwmuv m»b¢au= l¢u¢° f l¢w i¢4m¢uwf » r»pa t nmlnm¢ l \ p ln r ° f
* » f ¢ i l¢a rnv . ' nmmwinnmnupummonunu f mf muumge t nnmnmmav v mmaumnn

m u l l n i e a r n .

Nn:mpewedm|num|m¢pmgnia|¢urp1¢vuu»aavinmiuinanu1wmmnpalrs nmadeavum
last2-3days.Illia:Q&shoddbeapelmanmtrepd1-mdinlme&ilHndd'prolllmmdoelnotreoemr.

We apalmgUefordnisq¢w¢d|¢rv1¢¢im¢¢"|pli,,,_ .

BroolneWauarLLC .

Sent
To:
§-l1=i=d=
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7 .
. 4.4Michael seek

m:
1:

Subject
To:

mid,ael Bud: .
T'\**li5d2W» Febfuaw04, 2016454 PM
UW-'0\1l29@U
OUTAGE I - BROOKE WATER LLC

PER: R1ube1tT. Hamdcastle
T E L E P H O N E N O . : 661-633-7526.
C O M P A N Y : Bm0akeVVmner ILL
W H A T : OUTAGE - MooIv1a]91a KeysWane sysnmm
W W : '111Md=9» 1-1-2016 @ 10:30a.m. no ????????????
W H E R E : MoovlalylaKeys Water System (Hopi Dr.)
G E O G RAP HI C  L O CAT I O N OF COMPANY: P1814 AZ
CAUSE: Inlstallmcion ofanewvvaxaermeua
A C T I O N : of a new wane: meter
D U R A T I O N : ?????????????
CUST O MERS AF F ECT ED:  20
A D D I T I O N A L 1 n 1 1 o n m A n o n :

WHO DAMAGED UTILITY'S PROPERTY: 11./2

I

5
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Connie Wadczak

From:
Sent:
To:
Subject:

'nit

Al Amezcua

Friday, August 26, 20168:19 AM

U'IIL-OutagelI

OUTAGE II _ GRCLE GW WATER COMPAIW LLC

P E R : Brooke Water, LLC
TELE;PHONE NO.: 661-633-7526
CONIPANY: Cily WatterConlqaany LLC
WHAT: OUTAGE
WHEN: 'Ìhm1nmsday,A\18ust 25, 2016 @6:20 p.m.
WHERE: Mom'stown, AZ
GEQGRAPHIC LOCATIONOF COM:PANY= Reizeln Ci1Ecl€site
CAUSE: A previously abandonedservice line that becauune exposed-suffemed asevere leak
ACTION: OpsreqpairsameonsiteatReizenCr.tomakethenecessamyrepairsand1eimnthesysteun
to n0m381 operating condition.
DURATION: ??'??'??????
CUSTOMERS AFFECTED: Enwtialewatersystem

ADDITIONAL INFORMATION:

From: Bluolue Utilil1"es[mallto:bui InfoQbmokeutilIdes.com]
Sent Thursday, Angus25, 20166:34 PM
Subject: GldedtyWater co. .

Dante:
Time:
Re: .

Aulgust 25, 2016
1820 hours
WaterService Internmption

A previously abandoned service line that became exposed suffered a severe leak and caused the entire
water system 'm Morristown, AZ to be shut down for a period of up to 4 hours while repairs are being
made, Ops repairs are on site at Reizen Cr. to maple the necessary repairs auld return the system to
normal operating condition as quickly as possible.

We apologize for this inconvenience and will endeavor to return the service to a normal condition without
unnecessary delay. Thalnk you for your patience

Circle City Water Company LLC

'WHO DAMAGED UT]LITY'S PROPERTY: Na
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EMERGENCY OPERATION PLAN

. (EDP)

BRDOKE WA LLC
La Paz Coup aker.
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ACC, ADEQ, La Paz
C°u1It5t, Customers

Purpose and Authoritv

The pwuqaose of this Emezrgonoy Opem8ltions Plan ("EOP") is to establish and to

ewentof a
conilramsination or loss of existing source. It is also the purpose of this EOP to idenriiy

cumentthepmwoeednnesneeessarytoulilizle atltemativevvatasunuplysolmeesinthe

and
maintain cusment emergency contact infonnation of local County, Swrte, Regional, auld Federal

Agencies, as applicable, that are to be advised of significant

'm aeecmdannceviziththeEme1rgencyO4>e1ladionsLewe1s ('

LLC below: .
vice irliwllptions ("Wsp')
ashed bY Brooke Water

.Was Pwduced

n _ c l e l 1 6

ths syst8l][[Q1-

entl1mdelrAIizoIlaAdnuinishrativeCodesTitle 18,

mustbe ulpdatedanytime scignriiicant changesaremadeto

onaLlStafEng. .

bf the Arizona Degparlmem of Environmental Quality,
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La Paz Countv Contact Name
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Telephone
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(928)669-6138
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.M § '£;@,co.1a-pa;.qz.;1s
_f 4

(928)669.1100

mHealth D org
.g

I : 1. JR :ion iat1v1171 Et: 928).916-9631
928 669-2016

(928)669-6141 or

(928)669-2281

up
mll ll 4- I2 rZi cola-paz.az.us

. ~ "

-4@ ant$4.
*F

-:-c-:.

I

A

`~ -4-  .4 .
:-; w*-1
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|
- : - ' -  . - f.T '

•
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,Jl B"osmtion
.-"=~;g. . -Email Addrass Telephone Numbers

Daniel
Czecholilnski

. fr
DCS@aidéq@gov (602)771-4617

-Jennifer Peterson |  I ' l l| | - I lance'on vJC17 I : r t - l @ l l 602 771-4253

Dave Dur away i~71<>nit<»ring and
Protection

bwa@a£8¢q@g0V (602)771-6403

SteveVogel \I 1 - r sv1@;ézd .°OV. 4 (602)694-1099

J on  Finger I i v o r v i§°:fe2eln.Jon@azd .gov 602 771-4634

EMERGENCY CONTACTS

Depending on the EOL involved will; the WSI various emergency parties require, desire, or

prefer to benoiiliedandadwised. The Companypriiunaililyuliliztestwomethodsofemergency

c o n t a c t o f  c u s t o m e r s  a n d  t h e  E m e r g e n c y  C o n t a c t s  b e l o w : H u r s t  b y  e l e c t r o n i c  m i l ,  a n d  s e c o n d b y

directtelephonecontact. .

T a b l e  1  -  L a  P a z  C o unt y

-.n

gsherifiorg or

BPoindexter@,lapazs£bemi1EEorg

Table
'up4'

.:- :»* 53.
8:494 9-013

».4;}
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man Calkins
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Customer Service
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N »--`-33*.:-
_ v.~:~_.~:;.~
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N :11li$¢h,¢il5,¢55n¢;,¢8nd86gM¢ph¢8g\,Egpm,ii!IW¢¢m,,=L'l11§,¢]:1,¢Hi,¢811,1ml5
beusedasasuppieuneumalguideonly.

|.

1. Maalsle prelihuina1ry.dannage/ contaminaiionl tlnleart

possible. .
2' . Notify divisionmaNagemmi ~.

3. Assennible and assign crisis personal .

4. Establish a commlmioatioms CGIJJEEI and contact
EOL established iibove. . . . .. I

5. Iselafe aeecea seas to efectthe 1eas€ el ¢f ¢u§9;4ers
after Emergency Col-ttacts has been made.
6. Paserve potable water stowage and plant facilities

7. Id.mulEw areas and num that will poranry
aitenlative supply w
8. Set recovery priorities, flusiliing, chlorination, and testing ueaunens

9. Contact tory 08°3'ds to '  c as

10. Conrinct hospital, police, and Ere to address specific circxmzstances
ne ed.
11. Contact Emergency Contacts tO adirise of the resolutiOn or passing of the

~'...

Cineelailist of Alctiunsan Be Compigted

IlnanlneMateiv Follalwinz a Disaster

\ .
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Emergency Contact Notifications (ECN)

InneportingaWSIthe ConngpanynomnallyErstcomm1micates vvithits customers andEnnelrgelllcy

Contacts by electronic mail and suibsequenttly by direct telephone where desired, needed and/or

It is the Compares policy to make emergency notifications as quickly as possible

afte1ranergencyevent&ctsarereported,discovered,orunderstood A]1 ECN'sinfom18ii¢m
small provide at least the following information concerning the

(1)
(2)
(3)
(4)
(5)
(6)

Location of the reason for the.
Expected dmuwdion (or updamecf

Dme

The (¢4m¢gs¢d in nniliulmy lime)
Wane swim &&c&ed re
Es&unameofnnnlunnuofcustomus]bl d m b e =.il.$*;li;

L'
dmnnertion)

The form of ECN shall generally have the folio

CUSTOME DVISORY
Na ve xx,20D a t e

Time
-4.

A water service
be

party exp
Le Sta

read

in the XX water system and is
e broken water main is located
i n  Av e .  i n  P a r k e r ,  AZ .  T h e

al operational levels in less than 4
e updated or  relieved as required by the

Br th is  sWe apollo
the patience a

"E-'Z

Ce 'men-uption and inconvenience We appreciate
f all our customers

Brooke Water LL

Customers a:ndPmergencyCon¢8<;ts are strmngly eneouragedto submit cunent pexrsomaal enuzlil
addresses for iihis use. Please coMmit the Company's Customer Service Center at (800) 270-6084
to make such request or provide additional curleilt infonnaiion.

It should be noted that not all notHicalion partial or agencies want to be noticed at thesamelevel of

Page 47
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LAKESIDE (LKS) WATER SYSTEM DESCRIPTION

LAKBS11>E (LKS)
15-010
91-000742.0000
798
1995 (appmozdnnmdzeily)
None
Oanelocated onRiversi
85,176
116.090

450.000
c1s0410
Yes
Gravel,
Maurch 201

118

_II, oths lr
Ce

A

Name of Water Sywstem:
Publ ic Weer System #: .

Community Water System #.
Nvmubar Smrice Connections:
Persons Served:
Nurnbeir of wells:
Colomiado River Intakes
Avawage Daily C0nsL1I1npiion:

Average Daily peak Pioductionz
Stolage Tanks

Storage capacity (10411)
ADW R #
W81JerTnemnem:
W8Ier Treairnenl Method
Water TreatmentRestocked:
Water Treatment Filtering
Fire I-Iydinantts
Booster Pumps
Consumption Meter Type
Electrical  univ
Disudbliiion
Backup Power
Pressure
Al i ih ide Valves
Reunite Tank M
Turn

Ye s , a
Ye s , om

81;

one
model

Latin

SYSTEM DESCRIPTIDN

Name d
Public W:
Commuulunilq W
Nwmuiaer Service
Parsons Served: , ,
Nwmnbaofwaells: ,-.~
Colonuio Riv=e1r I1uta£l4es:
Av ==s= Daily Consumuptiun:
Average Dunily Peak Piodwionz
StorageTrunks:
StourageCapacity (tow):
ADWR #:
WMSI Treatment

DAM (PD)
15-027
91-000748.0000
195
488 Capmwximafely)
Nome
One located on Riverside Dr.
33,083
47,670
3
47,000
C150270
Yes

P age  48
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WMM TreaNnmt Mdhod:
Water Mann.-m Resllocihedz
Water Tneadmerit Filtering:
FireHydmaunlts:
BoostsPlmnqas:
Cu4nsl1mluplion Meter Type:

Dlislnldbutiom Mawllai8lsz
Backup Power Guuemarlion:
Ptessnne Reducing Valves:
Alwtuae Valves:
Rennnlte Trunk

Current ADEQ Violmiuuns:

Gravel, sand, andimacite, polymer
Malcih 2016
Backwash into settlementponds
None
Yes, two
Sensus Model II
ArizonaPuiblic Savioe
ACP, PVC, C900, DIP
Yes; 75 kW portable Mail
No
No
Yes, one
Yes, model L
No

.
w ..so*

128; .

l`I

HOLIDAY HARBCUR (HH) wAT3¢ SYSTEM nsscfktermn

HOLIDAY

2.0000

One
om 48.08

dllctioIf:§ 77.198
2

v
'=:'=:~.

• U e I x
"I""I:I*¢~

v*.8.»

Name of Water System:
Public Water System #
Community Warier System #
Nvmnlbelr S€lwic€ Connections
Persons Served
Number of wells
Colorado River
Avc]I3g€ Daily
Avellage Daily F
Storage Tanks
Stcmage Ty (to
AD

000

m m
Treahncnl Gravel, san*8 an1hIacite polymer

2016
into settle ant pondswill

Fire Hy
Booster

N
Yes. two
Sensus Model II
Arizona Public Service
ACP, PVC, C900, DIP
Yes; 75 kW portable trailer
Yes, two
N o
Yes, one
Yes, model 1720E
No

5 1 . I' ~.2¢; : .

a '5:F:»*:;. / °  : 48
: | I 4 u 3 :

B a m l n u p  P o e m :.- .. 9 =`8" ;~*' 4

' vol 94 :
AltitudeValves:
Rmmnviae Task
Tl:nfbildiM9meters:
Cum vi ADEQ Violas |11 :

M9QVA4A xsvs (MK) WATER sys'a°Ewl Dgsgalwgcu.

P age  49 Page10of  B
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MOOVALYA KEYS (MK)

15-006

91-000741.0000

1395 (appmoximamely)

O9neloc2lmedonRivemsideD1:

90,290

Name of Water Systenunz
Public Water Synemn #
CommunityWater Systelnl #
Nunnba Service Connections
Persons Saved:
Ntmnba' of wells
Colorado RiverBnmtahes
Average Daily Colnsunmgption:
Average Daily Peak Ptodruction:
3901288Tacnks
Storage Capacity (total)
ADWR # Cl50060

Yes
Gravel,

#

p°1y1n

seWementpounds

Water Tleaunemt Meldxod:
Water Treafmem R1estoc1Qed:
Warlza Treatment Filming
Fire I-Iydlalmlg
Booster PImmnps
ConslmqptionMeter Type
Electrical
DisMbMon Mameulials
Backup Power Gmerationz

Ye s , s ix

Altitude Valves
Remote Tank
Tvubidity m
Cunlelnt ADBQ Vi

Yes, m

GRIPTION

of Water S
Mata sysfw

00751.0000

78 (alppwoximaiely)

Colorado River
Avellage Daily Co
Average Daily Peak
S'®°188= Tanks
Storage Cagpacity (total)

Om localed on Riverside Dr

6,945
14.470

Wafter Treatment Method
Water TlwhnfeniRlestocksedz
Wadaesr Treatment Filtering

Gxarvel, sand, alnll;tlu:aci'ue,polymer

Mautcih 2016

Backlwaslh into BucksldnSanitationDistrict

P age  50
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Yes, two
SGIISIJS Model II
Arizona Public Service

Yes; 75 kW portable tnaila
No

Fire Hymn
Booster PWIMS
Ccunlsunnuptioun Meta Type

D\i§idhlu§°nMwhalials
Bednup Powu' Gmuaticm:
Pi8me Rledwlcing Vdvw
Altitude Valves
Rmnote Tmk MuuuimMng
T"11\1i4i1w mom
ClrmlentADEQ Violations

Yes, model 1720E

N o

MAR|nA VILLAGE (nay) WATER sisrslvl n81zRlpTlon' r4

Name of Waiter Sylstetm:
Public Water System #
Caunnnatmity Water System #
Number Service Connections
Persons Served:
Nunnber of wells
Colorado Riva Intakes
Average Daily Colnsuinptions
Avemalge Daily Peak
StumpageTanks
stowage capac

GE (Mv)

Water Tredmemt:
C15011
Ym

Ydnalntts

PUHMPS
pr  Meter  T99

polymer

event ponds

B8<=1G1p POW

s o  M o d e l  I I

Publ ic  Service

A C P ,  p l c .  C 9 0 0

Yes; 75 kW portable trailer

N o
Altitude Valves
Remote Tank Monitd
Turbidity molters
CuuwmttADEQ Violations

Yes; model 1720E
No

P a ge  51
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Notification Procedures

(A.A.C. R17-4-Il6.B.2) .

In the efvmi of anelnelrgency doe followprocedures shod be insiimrtedby all Company stay

and all oiinmerawrdmomizaed rqmesenmvw.

ortorespondto an
condllcthagthemselves 'ma

wkly velcifying iihat mc
the

as soon as pd

event,
excavation Gui

@¢1UiPWt'§44 persons
Le)

as to the nature of the
n believed for the
vehicles tools,

pumps,

(4)
f an expected

Opellandons t s=ha1l
Accordingly, the President

(5)
(6)
(7)

(1) '1`l1eCo1unpany's On-Call Opelladions ("OPs") personnel
emergency conditionasquicklyaspossible while at
safeandprofmssiondmannen

(2) Ops siI:a11assessd1enat\:reofd1ewatea'systenn
genellalnatume of1t1eemne1rgencyisdi1nec¢iy

( 3 ) Ops slJa]1advised1eOpe1a4|ionsS\4

emergency including the location of
ewe1J1,rwourcesthoughlttobe

sqaecial equipmengspecialtycon
o¢mtro1 vdvesneededtobeopmMed(`1f

Dependi|ngon1he serio . mtlrreofdme
d»wemninleEMPTesidmi6 sha11 bé'=i83
sl1allben01i5edofa11Lew/el
Stop veramercontaminadom.
Stop or ass

D€p¢l1 shod
2)263

ere affected.

ialat by conttacling

(8) Contact £8
notilicalion

Center
scribedin

and fn

brollha Plvvidwlnersancyeontaa
P-P1*0vi1i¢I1IpdiItu¢s6v*el'yhouroras

seeMecuum'cnns|i1 di1sI::ibutinenliafor
eS'Pt°Vi"d°S"b9°9"el3W°1¢l3i:\94D¢GilllfiVt

(10)

(11)

(12)

rporate office repmeseuMdives as necessary, public
others in the affected service area.

the ratiorl°€8mmission (602-542-2237) and the Arizona
am of Quality (hotline number: 800-234-5677) to advise of all

wear or1iI1u:ea4ts=,tearorists dcnWor1hrw|Isandmy
inMe1:rl:lptil8: f a duration longerldlan four (4) hours. Notiiicaiion via
telephone be used initially but all notifications must include an email
ad/or fax 'l con'Nnunrltl:ion.NOTE: NOT ALL REGULATORY
AUT]§[0R] jT[ l lg§R covrnruuaur AGENCIES DESIRE TO BE CONTACIED
AT THE SAME LEVELS OF EMERGENCY.
As circumstances reqlm'te, or at the specific direction of the Company's President, local
media will be contacted with a public information request. .
If required or at the specific direction of the President, customer notices would be posted
in reasonable coanspicuious public locations, on esrislilng water coum\ny property,
broadcast on local radio and/or printed in a general circulation media Customers, local,

P age  52
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statue, regional, and fedileal agencies will be advised by use of electronic mail disturibulion
lists.

(13) . Ops shall, vvliere circmznstances require, always Hush, chlorinate, and take vealer test
sanugples of WSPs involving broken pipes andvvarlzer contaminations Results ofwatesr
sanuqales sihallbesuhmuittedtotheConupan5"sPwddentassoonastheyarereeeived.

TheBroo»keWota'LLCParkaoj'icelocotedonRivevsideDr. shollsave as tfzepriznmylocadowfor cowziroland
assaaublyofpazsawned, eqzziplNnauri mzdmataiaul. Mara-ini at this location woggd be utilized andtransponedto the
locatiavz of the euzergazqa Equipnuzan panda# m accomplish the s would be rho»bliz¢e»d and also
:aim ro the site.

.
e 4

11

4

gr

\

P a ge  53
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card paynnenrs, disprmchiing Service Orders ("S0's") to the
service connections, manages the Customer Eniliulnnuaiion S
and docunneanwtion support for customer
all inbound and outbound customer calls keepsup
customerbiJ1s,andisresponsib1e fornnaldng
The CSC deteunnines late paying customers
De;l:ar'lunent for When call volume
process inbound calls an alltomamed system
message withbriefdetails of the nature of
reasonable effort to return messageileii calls
C0mp2l11YD18iDI8iHs dewziledmcmflml

Customer callls that aIerecdved 8

Customer Service Center ("CSC")
Tl1\eCustomerService CenlterrisstaffedbyuptoEveCustomerServiceRepresaultatives
("CSR's") diluting regdar business hours of 0800 hours to 1600 hours daily (Arizona Mountain
The). The CSC can be reached 81 (800)270-6084 at all times.

The CSCTeamM1cnagersupavises0therCSR'swl1i1etal<in|geust0mercalls,processingclledit
Department, arranges new

S"), provides informational
CSC maintains records of

records, plooduces
accounts where applicable..

lists to die Opemamions
the ability O SR'~s. to answer aNd
that allows callers to leave a

It is the policy of the' tonnage every
b ;4_ay. As a f record, the

service bathe

C alfler b ors are routed to an arutomnarted call
All no related calls are Iefeanred to

a call is hours emergency the call
inieratrts with the caller

to every member of
s 611-call stair nnenrlbear, for

is disparliclled to the site

The

the CSC for pmooessing the next
("AHEm") is routed 1Z0 311 ewnnoMamed
asking for some
the Opmrtions
Ft=d1l"142H0¢y O
innlunediarbely

m
'es toy

g training of its processes, pmneeciures,
dmmemtMon&a¢ iS regularly reviewed

P a ge  54
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5

I
1

Other Related Telephone References

Cinlzs Fire PWteWom (Lake Hawasu City):
Metro Fire Equipmentand Backflow (Mesa):
Steve Jzucélssonl Balcldow Testing (Parker):

928-855-2248
480-464-0509
928-669-0545

Health Rezlllatorv Agencies

ADEQ;
AZDq1ittl1ne|1tofHea1d1 Servioes

AZD~epalurtmelntofWllu'Rnsom1l:ues

1-2300 or800-234-5677 (Maine)
602.5424025
415-947-8000
602-542-2237
02-771-8500

Elechid Gas: Service (APS)

Contractors:

Well andPMP 928-632-4594
928-476-54-40

Snare Paris Vendor}

Bud'g PI

Dana I

928-474-4441

928-854-5050

4
__.,-'

off am
Lie i s

waml w d

Rio Verde 602-616-9198

v
* »

-;»

s

Sr ' *:.'

I 9:93

333._:.._.
1 -_*t - »

'
- .1Pi

on ublicN

29 (928)669-9624
602-444-8000

.,_.
:

11 I -0 »J .,
1.*' a

a I'JSP

a
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Loss of Source

(A.AE. R18-4-ll6A.I)

Soiree of Supplv Failure and/ or Excessive Demand

If tllevmersomcevverelostdueto comxtaminalion, exceed
emergency,potablewatershallbeUwa1nspcnrtedto customersb
Ernargency Services Depaxrlnuent may provide non-notabl
for. customer access. A dmriled public service anno
message distribution lists to inform the public of the
period and the expected dmlertion of the situation

high dmalnd, or a sinning
1ruck.'I'heLaPazCol;mll;y

ato0mfGlliaItpuEl:lic 10¢;|l|ig44
§lbeissl:1ed1ilu:wulghe1ecImom'c

§lbetalnendl1l1ing1IJis1in1e

B1=°°l"=W=I=r1-LC===w=1soswlp4:m=:nm¢ ed wmr wim ba nbuvwmmnnmig
amadabk atacmrlnrallocaMnznnd/ordistd . 1n'cusnoe|na~s in11»

bo»tded=wanuwil1 beindicamed.1n¢a§ign¢d1 :Cr
plsm:tsites.Customnmswi1na:e m 1=ame1hdE
message dism'b|:m°oun1istznnd/or _ ceannu
CwW9°wdPw°'vid8&c&add1:essi *idivH5t

a=v1ueua.A
M n . llidwpihe

wltupldr . be
bemslruutedvia Gdludc

menmadmnCmmumu sqtvigg

Potable Water Hamlin! Vehicles

a Jloiivs

Rio Vavdé

May8'.Component Failure

and isolate the o0mugponems. The following clnitioal connpmnmfg

d1evvel1 site..sto
inlsurMaielrtdue to ca1 M1muce f pump tor th
6heci l i1ocd`mventory whvai labi] i ty o  a or mo s e

eldslinginventtcm dme

16-9198

(A.AC. R. 16A.2)

The conuponemt be t ed as quickly as possible. Any actual or potential water
co and/or ass from the failedcompomeni shouldbeisolaltbed

button wi l l  be to determine the appznupmialae sections. control
valves lose fee
shall  remen in or • to service as qdckly as possible: wells electrical supply to

sterpunups, pressure tamlszs, and disudbution system. If supply is

of areplacementpartor componemlt. should tihe needed
itennu(s)notbeawailaibleilcmthe reperesendzltive vvill1l:»enconta::tall
sources inorder to obW|:intl1e item(s)aswe11 as scheclule any wourk to be conduclaedwitbium an
acceptable time iraunne.
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Brooke Water LLC will provide ergemcy waiter supplyvia bottled water delivery and/orvvaater
hauling as the situation requires.The following axe potemtisll alternative vendors for replacement
of failedconnponenis:

Lepus Electric:
Dana Kqzmer Co.:

928-468-6320
928-537-4076

I f  a bui lding, pump house or storage Eacility should collar

immediate steps must be taken to damage

contamination. The appmopmiatte coniractozrs wouldbe c

of the fa¢i1i¢y_

be damaged in any way,

the water supply f rom

assistinreqpairorreplacement

'Y

Loss of Power or Powe18iapplv Eq went

In the ervart of apolwer supplyeqllipmnent
pmvida ofsavioe wovuldbe i1uc|nmediz|c|:eiy eou
and gainingiglninnouag onandcansé

800-2

a of electro
an to commune

war, the area
situation

Should the power olnagepppear to am
storage may be
In the event the

consumption sihxaiions.

Aiznmpubii¢8uvioe(Ap

mime pw¢vv supplyhe1din
the comsmnph
94m88 Mbleinmmupamofvvamu

savlce vided ndto ypovvuqoMin¢akeplmups
and boosm sm ly,Eno mu hasiBovm75kWmnbi]eulelilar
diaei a|¢Wlisuypo uldbe to asimspediclocalionduningapower

also bealwdlaMe

wool

the pa Abe conuponemcts, Brooke's in-house stay
,follpvved W contacting our vicious elactricd comxllractors to

Contan 9ation of Water Supplv. Backflow

(AA.C. R-18-4-116A.4)

Backf low and cross On problems are recognized caused 'm situation of microbiological
or cibeinnicad contaminatiOn of a water supply. Inzplemeartaiion of Brooke Water LLC's~ BackBow
Prevention Plan is utilized to reduce the icequency of this situation. In addition, Brooke Waler
L L C  B r o o k e Water LLC col lects water samples regdaidy which are submitted for
microbiological sampling required by mane and federal regulations to Legend Technical Services
of Arizona (602-324-6100).
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Mwuseof&ewn aion$aHMinumediadlelyisolatedor

ireatlnent, transmission, or

dwulilng this time (See

d be immediately

In the event ofacxncus connection or bacéldilow event:

1. Idenllilfythe solnce of the contaminationbywisualinspcctions of tl1e inir8sIJrllGI1llI*e and
service a1=ea,chlorineresidualsamplingandotlacxrvvWerqualitjr testing.

2. Once idmafied,
disconnected

3. Any affectedareaswoddalso beisolartedaunda1ppm0q:mialctelyu:wted, disi1ufected,or
ntellMlalizzed. Treatment includes. but may not be limited tr ue flushing and chlorination
oftlte affecrtedarea. "

4. Ifnecessary,thoseaffected arcasof the
distribultionswstemvvouldadso bcreplacedor service
Arrangements for be
Alternative Sources of Wate1r")

6. ACC,ADEQ,andallaHlectedorpo gusto
notHied'mace0ntdamcevvi1:l1tl1eNo Procedmles

7. Omeene c0nft8mination lms.beezll Chlozrine redduad
collection for laboratory testing would Total
within the acceptable rang3..(0.05 mg/1) water and
restored

'4 and sample
levels are

may be

Contamination of Watt 1' Microbiologica l
4-.

R17-4-1

Impf Unum
to reduce the
Water LLC collects
as

311 I ka
of this color

re
toLd

lngm1eo Mon.ha 4&1¢qa4¢

TecimialSarvi¢:esufA1iznma(602-324.

event of a d orm1~ logical ext

thesomce onbyvisualinspections oftheincElastrucl11uneand
chlorine diualsannplingandotlzervvaaterqlialitytesling. To obtain

sources of contaminant, Affordable Backflow Services at
928-97 may

2. Once i of the contamination shall be immediately isolated or
disconnected.

3. Any affected ale-.: would also be isolated and appamgpmiamely hteatted, disinfected, or
wmlalized. Treatment includes, but may not be li1ut:lited to, line fluslning and Chlorination
of the affected area.

.4. 'Ifnecessalury,iI1ose dectedareas oftheproduction, treatment, tn8nsmission, or
dishdlwrtion System would ds be replaced or removed frOm service.

5. Annangementsfor adtemaiivewatersourcesmaybewtilizeddl1u:ingthistime(See
"A1te:l:na1ive Sources Of Water").

I
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.6.

7.

ACC, ADEQ and all affected or potentially affected customers would be immediately
notiiiecl in accordance with the Notification Proceclllnes.
Once the oontaminationhas been nmlmxalized, additional labomatoryteslingviroulld be
performed imitil Total Colifolnnn levels are within die acceptableLange (0.05 mg/1) for safe
drinildng-vvataand service may be restated.

Collapse ofReservoirs
(A.A. c. R-18-4-116. AS)

I f a building, puIup house, or storage facility should
immediate steps would be tamed to
contamination The aforementioned notiiicaiion
ooniamination procdnures should be followed
becomwtedto assistinrepairorreplacennelnt

Ly. The

or be damaged in any way,
tact the war supply '1:i'om

;[:` supply pmcedulles, and
ate ccntractozrs would

B r e a k s  i n U r  S e r v i c e  L i ne s
'»:I

444.
in

(A.AC. R-18-4-1 r

manya
Theafa

steps would be taken to
oped notification procedures,

If a main line or service line
water loss and water

determination of enumlgency Level, 1 3 4
should be followed as,almJlicab1e. The

ofthe"391b1em
b e c m r a m d f o  a m s f

Rl

3:l:¢1'

boihfhé
Iagesiteas

AL
coxntactei

rec=tions with otter water purveyors. In
n a r y  we unavailable for use water would be hailed

m of SupplyFailure

vvaizer prow pvamer and/or bulk bottled water providers woad be

s|1ppleln vva11er simply

and  Tes ting  Afte r Repa irs

(A.AC. R-18-4-116.B.3)

Flushing Procedures:

Oocerepairs are comngpletedthe affectedportionofthedishlihmnionlineswillbeiiu1sfhedusi1ng1il1e
most appropriate outlet within the isolalled area. Fluslziang should be completed by opening the
valves in the closed area only afield opening the agppwopariaie flus&1 out valve. These valves should
be closed one at atime in order to allow release of allvvaterinthe distributionlinesdmlxingthe

Page 59
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\

Disizlnliiection and Testing Procedures:

1imeof&cu 94gnnggmnynnd/u1-,,|ir m_Ifail-is&wd°m&e]5m¢sitwi]1|,e
nec k .emld/mIQW IB.IfdrisWlmmdindmelilmesitwi]1beneeesmytoal]ofwEree
How1mli.lmostof&airhasbeeumnnlvediumdnesystmn.

Disin®diuumof&ea tedp0m&amof1hedistdbmliomsystémwillbeo0m:&uced°maecumdgI4nge
vvi&AdzumaDqam:tuuault ofEntvinnummmmlal Qu,1i1g("AD8Q*2 ui|.iim_ Spedfmlly, upon
oom:IQldonof&eHuii1ugandpminmto:Wming&esysnan' _. rioe,d:ea&cied'meawiI1
bétw ted&rac i1JndneI&dua1aw:hof&c£msh.od l
e)vidmI4W¢poltionof6ie sw1stmawil1b¢H|1shed

.be take. This puuooedwe will be mqulmed Amil a
Rnddua l  t s8  wuu ldcom l im  f o rapdodnot
alw-u=ap°ma¢n°f1in¢ms aaequmeresiwual
hnflmsdmlmWmn

Ifin chlarhanlqwnidmligngg
Win-Aseenudmu1idwnamvum

gig residual is attained.

88

'A

• ~. x

L
.§~'_=al°5

.'4- .

.¢. v'~a8'\..'l*'
\E'; ._

. 3 483. I gr
9

6 "
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ii?
'997'¢ w'°<- r

\._ -.

-a

'111ei5oLl10|wingalitica1 systaneonnupcnnanltsshallremdninsavieeorbenesliumedtoserviceas
qmckdyaspossiblez

1. Colorado Riverinftakepunnpsasnotedinsystem
2. E1ec=tn'ca1supply to sites, booster sites pzlles:sul1=e
3. Storage tanks
4. Piesslme tanks
5. Distribution System
6. Various blow-offwalves

Critical System ComponeNts that ShallRemain in Service or Be
. Restored asOuicklV 8 Possible

444'

"5
?1.4

1
.44-

11

5 I u 0 u
100111 °.-.1§;.

|  1 1 1 \  1 )  L'  ° .  1 4  \  .
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(A.A. c. R-18-4-l16.B.4)

section of thisplan
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I
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934
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'-.$8 'Y

. _ .

1?

Ag

1. 'i0 ::~>3c,

| '8§8'Q s-- t .-I *L_.

r '»..
11 . J J •

*"8»~* - -L .*
'-,;, ~,_$§3§;r¢:t I

4

I

P a ge  61

Pagez2of23



Critical Component Inventor

(A.A.C R-I8-4-l16.B. 5)

An inv entoryofmanycd6ca1comJuponwsismdnl&dn1edandst0redatd1ePa:kier Division
Opemaldons Oboe. Wdtlaen requests, telephone eontact andelectnomic nnailrequests are usedasa
means foroperamumsand conmactorstonequesti tezns,whichnnagnotbespecifcal lyl istedon
work ondersordleinvenmorymasnerslist.

In the event sparepa1'ts,pfunups,ormotorsarerequiiled
Div ision Operations ofEoe inventory, the following
obtain the ite1un(s) as quickly as possible

notn|naintarindintI1e Pau:Inar
glldbecolnwtaclied inomdemto

DanaK:3merCo
in%-.

1944? I• \ ;
n*-.

'42

76

Staff Training in Emerge E)peraii"iinPro

Al1 vvaIerope1le|to1'sandaJ1tho1ized
issued a copy of thisEOP uponstan
the EOP may
vvillbenesponsibl

C. RIs - 4-116

LLC's vvamel systenns will be
loyee vvitlnwut a copy of

LLC. Each employee
p r hesrezin.

Reviews may
lmowledge and

deucing s meelings to ensure cunemt
Anyandal l  nnodi icadons, changes or
1egulamory agencies inonder to maintain

and
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Critical Componentlnventow

(AA. C R-I8-4-116. B. 5)

An'mvenmoryof manycridcdcomponenisisnndnltainndandsl:om*eda1d1sPa1daem Division
Ope1=ationsO&ce Wdt@enleq11ests,telephonecontactandelectrrmicnndlrequests areusedasa
means foroperamoms'and conizacuorstorequxtitems,whichmaynotbespeci1Ecal1ylisted
work owd~ersor1i:einventom'ymaste1s1ist.

In the event spare parts,punugps, or motors are nequrilled

Division Opelnsuicmms oiiioe inventory, the following

obtain the itena(s) as q11i°kly as possible

gayenatnn8imraanedinule paum
,iggddbe wnwtactedinomder to

DanaKe;m@@c0

St85` Training in Emer2ei E)nera|u n Price

C. RI8~ 4-1161

All water opelr8nors and alrlhorized _
issued a copy of this EOP upon start
the BOP may by Enos the
will be responsibl

of Blooké
Any

swstenns will be
,loyee without a copy of

LLC. Each employee

Reviews may
knowledge and

LLC'sw ma

( _7_? l.,4.

pr l 1 " l 41 h4818.

during s nneemqgs to Mme
AllY and all nnodmrioms, 61181488w or
I 40 l l l@uowagmd$MomMmm

current

§8nd
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EXHIBIT C



period (1999 - 2015). Total revenues have stayed relatively flat during this entire
period and total net plant-in-service has dropped slightly (from $865,213 recorded at
the end of 1999 to $662,003 recorded at the end of 2015) indicating dirt only small
additions have been made to plant during this 15 year period.

Staff noted that the annual cost~of-service utilized to set the Con:1pany's
currently approved rate anticipated a recurring level of annual Repairs and
Maintenance expense of $267,309 whereas actual Repairs and MMtenance expense
has been substantially below this level Lm 2015, report Repairs and Maintenance
expense was $89,508.

Circle  City

As shown on the second page of the attachment to this Memorandum, Circle
City Water Company has routinely reported substantial Operating Losses during this
same approximately 15 year period. Total reported revenues were relatively flat
during this period of t ime. This data also suggests that relatively substantial
investments were made in plant-in-service in 2008 and perhaps again in 2012.

I
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EXHIBIT D



For the Company's Customer Service, Staff recommends the Company provide the following

mformatton within 60 days of the Decision in this Docket

2.

1. Call CenterMatrix - Please provide an organizational chart of the company/'s call center.

Call Center Hours of Operation- Please provide the operating hours of the company's

call center including each day of the week when the call center is operational and the

operating hours for each operational day.

Call Center AfterHours - Please discuss in detail how the company handles emergency

calls after hours.

4. First call resolution - Provide the percentage of walls that the agent resolves the ca.ller's

issue without having to escalate, transfer or return the wall.

Percentage of calls blocked - Provide the percentage of callers that received a busy tone

when they wall.

6. Average mc in queue - Provide the average amount of time callers wait in call queues

before an agent responds.

7. Average alter callwork mc ._ Provide the average amount of mc an agent spends
completing work related to the call after they Amish the cell.

8. Service level- Provide the percentage of cells answered within a specified number of

seconds.

9. Average abandonment rate - Provide the percentage of callers who hang up before
reaching an agent.

10. Agent  mover rate - What is the perceninge of agents who leave the call center?

11. Average speed of answer - Provide the average amount of time it takes for the call to be

answered by an agent or the Automatic Call Distributor (ACD) .

12. Average handle time - Provide the average amount of time an agent spends spealdng with

the caller, including hold mc.

13. Schedule adherence - To what eaztent do call center agent adhere with their assigned
schedule?

14. EscalationMatrices - Provide a matrix of the how calls are escalated to call center

supervisors and nqanagers.

15. Call Scripts - Please provide copies of scripts provided to agents on how to respond to

general and specific types of calls.
.

16. Step-by-Step Call ResolutionF low Charts - Please provide How charts for call resolution.

17. Call Center Training- Please discuss the trainingoffered by the company to its call center

agents. .

3.
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4

5

6
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8

9

DOCKET NO. \Y/-03039A-16-0322

W-03510A-16-0322

DECISION NO
10

IN THE MATTER OF RECENT WATER
OUTAGES, WATER QUALITY, AND
CUSTOMER SERVICE ISSUES AT
BROOKE WATER. LLC AND CIRCLE
CITY WATER LLC AND THE NEED FOR
POTENTIAL REMEDIAL ACTIONS

12

13
Open Meeting
September 23, 2016
Phoenix. Arizona

14
BY THE COMMISSION

FINDINGS OF FACT

17 INTRODUCTION

1 8

1 9

20 over

2 1

22

23

24

25

26

On August 21, 2016, at approximately 9:00 p.m., a water outage occurred on the

Brooke Water, LLC ("Brooke"1l Lakeside Water System ("Lakeside") with service interruptions of

varying magnitudes occurring a dared day period from five separate water line breaks. The

Arizona Corporation Commission ("Commission") held a Special Open Meeting on Monday, August

29, 2016, to receive a status update on the water outages, water quality, and customer service issues at

Brooke and Circle City Water Company, LLC ("Circle City") and to discuss a possible complaint order

to show cause possible preliminary relief, or other enforcement action. After a lengthy discussion of

the outage and measures taken by the Company to address the outage, the Commission asked the

Utilities Division Staff ("Staff") to do an investigation of Brooke and Circle City, their complaint

27

1 Brooke was incorporated in 1995; it is owned by Robert Hardcastle (managing member) and Chrystal Investments, LLC
(a California registered Company)



P age  2 Docke t No. W-03039A-16-0322. e t a l

1

2

history, circumstances surrounding the outage, and other matters relating to customer responsiveness

Financial 1'"itness and operating condition of the Companies' plant. Staff was asked to also look at the

history of other affiliated water companies in Arizona. This Memorandum contains Staffs anal

4

5

and recommendations with respect to remedial actions. During its preparation of this Report, Staff

conferred with Mr. Hardcastle on the findings and recommendations contained herein

6 BACKG RO UND

7

2

9

10

11

12

13

14

15

16

17

18

19

20

21

22

Shari 5umwa0' ofBro0,ée, BUI andArz'0na Ho/ding;

Brooke and Circle City are owned by Robert. Hardcastle (10 percent) and Chrystal

Investments (90 percent). They provide water service to an area north of Parker, Arizona along the

Parker strip, and to an area near Circle City, Arizona. Mr. Robert Hardcastle is the managing member

of Brooke and Circle City. These two companies were originally owned by Consolidated Water

Utilities Co. LTD ("Consolidated"). Consolidated filed a bankruptcy petition under Chapter 11 and

subsequent all of the assets of Consolidated were sold at an auction sale on October 16, 1995 to

Brooke. In Decision No. 59435 (December 29, 1995), the application for approval of the sale of

assets and transfer of Certificate of Convenience and Necessity ("CC&N") of its Apache Junction

Division from Consolidated to Brooke was approved In Decision No. 59754 (]fly 18, 1996), the

application for approval of the sale of assets and transfer of the CC&N of Circle City and Brooke

from Consolidated Ltd to Brooke was approved by the Commission

In 1996, Brooke purchased United Utilities, C&S Water Company, Desert Utilities

E&R Water, High Country Water, Pine-Oak Water and Williamson Waterworks, all of which had

outstanding Orders to Show Cause with customers experiencing billing issues, water service issues and

water shortages. See Decision No. 58779. The systems were in a deteriorating state

23

24

In early 1998, applications were made to reorganize the water utilities' structure of

Brooke Utilities, Inc. ("BUI') to correspond with geographical boundaries. The applications included3,

25

26

27
BUI is registered as a foreign corporation in California. The

2 8

2 In Decision No. 59435 (December 20, 1995), the transfer of the Apache ]unction Division from Brooke to the Water
Utilities Community Facilities District and cancellation of the CC&N for Apache junction was approved
3 BUI was controlled by Chrystal Investments LLC which owned 90 percent of the stock and by Mr. Robert Hardcastle
who owned the remaining 10 percent of the stock.
Commission's e-Corp lists BUI as not in good standing and having been administratively dissolved for not filing annual
I€POItS

De cis ion No
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1

2

3

4

5

6

7

8

requests for approval of the transfer of portions .of assets and corresponding CC&Ns of BUTs

existing water compares Brooke Water, C&S Desert Utilities, High Country, Pine-Oak E&R, United

Utilities and Williamson Waterworks to the following companies Brooke Water, Circle City Water C

LLC, Tonto Basin Water Co., Inc., Payson Water Co., Inc., Pine Water Co., Inc., Strawberry Water

Co., Inc., and Navajo Water Co., Inc. ("Transferees). The purpose of the reorganization was to

achieve operating, administrative, and regulatory reporting efficiencies. There were no changes in

terns of rates and tariffs, ownership, management or operations of the current water systems. The

Commission approved the reorganization on ]ume 19, 1998, in Decision No. 60972

Various sales and condemnations have resulted M CC&N cancellations for the Pirie

11

12

13

10 Water Company and the Strawberry Water Company. On October 6, 2009, a Final Order of

Condemnation was entered by the Superior Court in Case No. P1300CV20090785 vesting

ownership and possession of Pine Water Company and the Strawberry Water Company in the Pine

Strawberry Water Improvement District. The CC&Ns for both Pine and Strawberry were cancelled

on April 6, 2010

6

14

15

16

17

Payson Water Company, Tonto Basin Water Company and the Navajo Water

Company were subsequently sold to ]. W. Water Holdings in June, 2013 under a confidential Stock

Purchase Agreement

18 7

19

20

21

22

23

Brooke and Circle City are located in the Counties of La Paz and Maricopa

respectively. Brooke serves approximately 2,000 customers and Circle City serves approximately 190

customers respectively Brooked has 7 systems (if Circle City is included as a system) with customer

counts as follows: Holiday Harbor (226), Lakeside (799), Marina Village (226), Moovalya Keys (553)

Parker Dam (191), Rio Lingo (31) and Circle City (190. Tariffs for Brooke Water have been M effect

since April 1, 1994. Tariffs for Circle City Water Co. have been in effect since January 8, 1998

TheRecent Brooke Wafer LLC Outage24

25 8 The outage occurred on a Sunday evening around 9:00 p.m. in Parker, Arizona. It

26 initially affected approximately 50 customers. Mr. Ha rdca s tle  Be s t re porte d the  outa ge  to the

4 Annual Reports for year ending 12/31 /2015
5 Annual Report for Year Ending 12/31/15

De cis ion No
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1 Commission's Consumer Services Division on Monday, August 22, 2016, at 1:44 p.m. Two additional

2 leaks tempted and were reported

9

4

5

6

7

8

9

10

11

12

13

14

In the morning of August 23, 2016, at 7:09 a.m., Mr. Hardcastle provided an update

advising that Company personnel had again worked through the night repairing water main leaks. The

main leaks were caused by a high Pressure Reducing Valve failure. The valve was located between

four sections of customers separating upper Lakeside from lower Lakeside. The customers are

separated by various pressure zones because of elevation differences in the service areas. A high

pressure reducing valve holds back high pressure on one side of a valve against lower pressure on the

other side of the valve; The Company also reported that two additional leaks had erupted. O n

Tuesday evening, August 23, 2016, Staff was advised that the valve was repaired and water was slowly

being introduced back into the lines and that by approximately 10:00 p.m., the lines were fully

pressurized. Water service had begun to slowly return to interrupted customer service sites on August

23rd. According to due Company, complete pressurization of the system was completed die evening

of August 23rd. Mr. Hardcastle also advised in an email communication to Staff the next morning

15 that water (non-potable) was delivered to a location in Parker for customers' use and bottled water

was also delivered16

17 10

18

19

Staff Engineer Frank Srnaila noted that there had been a total of 5 breaks between

Sunday evening and Tuesday at 1:30 in the morning. The breaks occurred over a three day period

(August 21, 2016 thru August 23, 2016). The breaks were in the same general areas in the low

elevation area around die river20

2 1 11 At the  Ope n Me e ting, Mr. Ha rdca s tle  s ta te d tha t on Tue sda y morning, a fte r nume rous

22 conversations with the water operator, Dale Allied, he made the decision to contact other industry

23 sources because of the number of items that needed attention. He  c on ta c te d  E P CO R (La ke

24

25

26

27

28

Havasu/Bullhead City) to assist in returning customers to service. On August 24'*', EPCGR made

permanent repairs duNg a planned outage lasting about an hour, which included rebuilding the

pressure release valves. Mr. Hardcastle then reported to the Commission's Consumer Section that the

Lakeside water system was functioning normally. EPCOR should be commended for prov iding

assistance to a smaller water company when it needed help

De cis ion No
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1 12.

2

3

4

At various times of repair during this period as many as 200 plus customers (and as

few as 50 plus customers) were out of serv ice depending on pressure zones repair status and

construction replacement. The Lakeside system has approximately 800 customers with 200 of these

customers on die lower system and 600 on the upper system.

5 13. Consumer Serv ices and others at the Commission began receiv ing cal ls f rom

6

7

8

9

10

customers and County OfHcia1s on August 23"* about the outage. They reported that they were

having diff iculty reaching the Company personnel to obtain information on the outage. Chairman

Little convened a meeting with a number of agencies on Friday morning, August 26th. The primary

purpose of the meeting was to discuss what went wrong with the communications regarding the

outage and the need to immediately determine that the water was safe to drink. An ADEQ inspector

1 1

12

went out on Friday to test the water to ensure that it was safe to drink. Notif ication was received

from ADEQ over the weekend that the water was clean and safe to drink.

13 14.

14

Apparency, County and Emergency officials had not been contacted about the outage.

One Off icial indicated that while the outage occurred on Sunday, he did not hear about it until

15 Tuesday. Further, he heard about it from a customer; not the Company.

15 .16

17

Because of  the numerous concerns raised regarding water  safety,  lack of

communication and other concerns such as the safety of the asbestos piping used in the system; the

18 Utilities Division Staff was asked to look at these issues and report back to the Commission.

19 STAFF ENGINEERING, CONSUMER SERVICE AND FINANCIAL FINDINGS

20

2 1 16.

22

23 17.

24

25

26

27

The Brooke Water Plan! Faei/itief -- Engineering Field Ingbeefion Finding;

The plant facilities were field inspected on August 29, 2016, by Staff Engineer Frank

Srnaila. Dale Allied, Brooke operations superintendent, accompanied Mr. Smaila on the site visit.

Lakeside water system's main and only water source is the Colorado River. Two 10

horsepower pumps are utilized to transfer river water to two pressure sand filters. Pressure Filters are

used to remove solids from the river water. Pressure filter backwash is sent to two 50,000 gallon lined

backwash ponds. The Company owns three storage tanks (1-50,000 gallon, 1 - 100,000 gallon and 1-

300,000 gallon) in the Lakeside water system. The filtered water iS chlorinated and sent to a 50,000

28 gallon storage tank. This storage tank uti l izes a Z5 horsepower booster pump to deliver the

De cis ion No.
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1

2

chlorina te d drinking wa te r to a  300,000 ga llon a nd a  100,000 ga llon s tora ge  ta nk. The  ta nks  a nd one

P re s s ure  Re duc ing Va lve  de live r the  drinking wa te r to  a pproxima te ly 800 prima rily re s ide ntia l

3 connections .

4 18.

5

6

7

8 19.

9

10

11

Staff determined based upon its Held inspection that the mechanical equipment is in

good working order and maintained adequately. The exterior of all plant equipment made of steel has

not been adequately maintained. The majority of the distribution system piping is made of asbestos

cement and the safety of the piping was questioned duNg the Special Open Meeting.

Staff Engineer Smaila observed through use of a camera telephoto lens, that the rust

was quite extensive on the 50,000 gallon storage tank with the possibility of rust through to the tank

interior suspect. If the interior has been compromised, contamination could occur.

20. concern was

12

13

14

15

16

17

18

19

20

21

22

23 21.

24

25

26

27

28

At the Special Open Meeting, much expressed regarding the asbestos

cement piping. At the Special Open Meeting, Mr. Smaila indicated that the pipes have been in the

ground since 1962 and are probably getting near the end of their useful life. This type of pipe was

installed in water systems in North America starting in the 1930s until early in the 1980s. It was an

affordable non-corroding alterative to metallic pipes in areas prone to corrosion. Health concerns

often led to the installation of new pipe materials including metallic or PVC, although there was no

cadence of water-born Fiber related illnesses. Asbestos cement piping as of the mid-1990s in North

America was as high as 12 to 15 percent of all potable water mains. The Company is subject to

mandatory participation in the Monitoring Assistance Program ("MAP"). However, MAP only

conducts asbestos sampling at the entry point of the distribution system. MAP last analyzed for

asbestos in February of 2013 and the results were nearly non-detect. According to ADEQ the

asbestos sampling frequency for Lakeside is only once every 9 years.

In the Lakeside System, Pressure Reducing Valves are used to reduce the pressure of

the water delivered to customers in low lying areas. If it were not used, the water pressure in low lying

areas would be well over 100 psi. The Pressure Reducing Valve first failed on August 21, 2016

resulting in the Erst water l ine break on Harbor Drive. It is surmised that the break was not

recognized as being related to a failure in the Pressure Reducing Valve at that time. After four more

breaks, the operator noticed on August 23, 2016, a small diameter copper line, part of the Pressure

De cis ion No.
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1 was

2

3

4 22.

5

6

7

Reducing Valve, was leaking. This repaired and then the operator noticed that the Pressure

Reducing Valve was not operating properly. Mr. Hardcastle took the extraordinary step of calling

EPCOR in to help because of the number of issues presenting.

The Utilities Division Engineering Section made the following conclusions based upon

the site visit and analysis of information obtained regarding the Brooke - Lakeside's operations:

The Lakeside water system consists of two 10 hp pumps, two pressure sand filters, two

50,000 gallon lined backwash ponds, one chlorinator, three storage tanks, one booster

8

9

10 b)

11

12

13

14

15

pump, one pressure reducing valve and a distribution system serving approximately

800 primarily residential connections.

The Lakeside water system has adequate source production and storage capacity to

serve the present customer base and approximately 1,100 additional customers.

The majority of the distribution system piping is made of asbestos cement.

Dale Allied, operations superintendent, supervises the operation of Lakeside water

system and six other water systems and has approximately seven years of experience as

a certified operator. Mr. Allied does a good job running the water system and is

extremely conscientious, but appears to lack experience and knowledge of Pressure16

17

18

19

20

21

22

Reducing Valves

A11 of Brooke Water Systems, PWS No's 15-006, 15-010, 15-011, 1527, 15-040, 15-058

and 07-112, are in compliance with ADEQ requirements and are currently delivering

water that meets water quality standards required by Arizona Administrative Code

("A.A.C."), Title 18, Chapter 4.

The Company is not located within an AD\Y/R Active Management Area and all

23 Brooke Water Systems not compliance

24

25

are currently in with departmental

requirements governing water providers and/or community water systems.

According to the ACC Utilities Division compliance data base, the Brooke -- Lakeside

26

27 hl

System has no delinquent Commission compliance items.

The Company does not have a Curtailment Tariff on file.

28

al

De cis ion No .
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1 i)

2

3

4 3)

5

6

The  Compa ny ha s  a n a pprove d Ba ckflow P re ve ntion Ta riff on file  with a n e ffe ctive

da te  of J a nua ry 13, 1994 whe n the  wa te r s ys te m wa s  owne d by Cons olida te d Wa te r

Utilitie s , LTD.

The  50,000 ga llon s tora ge  ta nk ha s  e xte ns ive  rus t a nd pos s ibly the  inte rior ha s  be e n

compromis ed.

The  exte rior surface  of a ll tanks  have  surface  rus t and degrading pa int.

7

k)

1) The water loss cannot be calculated due to the Company not measuring the backwash

8 water utilized.

9 The 100,000 storage tank was overflowing drinking water contributing to overall water

10 loss .

11

12

The Lakeside water system experienced service interruptions from five separate water

line breaks over a three day period (August 21, 2016 through August 23, 2016.)

13 Circe Gig/ Plant

23 .14

15

16

17

18

19 24.

20

21

According to its 2015 Annual Report, the Circle City water system consists of one 75

rpm groundwater well, four storage tanks (totaling 125,000 gallons), two 10 hp booster pumps, and

one 5,000 gallon pressure tank, one chlorinator and a distribution system serving approximately 186

customers. The system is located in Maricopa County, is self-sustaining and does not purchase water

from anodier water system. Dale Alked is the certified operator.

According to  t he  Mar i copa Environmental Services Department  ("MESD")

Compliance Status Report, dated September 7, 2016, MESD reported that Public Water System

("PWS") No. 07-112 is in compliance with MESD requirements and is currently delivering water that

22

23

meets water quality standards required by Arizona Administrative Code, Title 18, Chapter 4.

The water system is not located within an ADWR Active Management Area. Staff25.

25

26

24 received Water Provider Compliance Status Reports dated September 1, 2016. ADWR reported that

the water system is currently not in compliance with departmental requirements governing water

providers and/or community water systems. ADWR states that "No Record of Submission for let

Update of their System Water Plan" has been provided as required.27

28

De cis ion No .
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1

2 26.

3

4

Cnfroiner .S`en1/ice and Outages -- Confinner Serniie Section? Finding;

Staf f  looked at the complaint history of  Brooke and Circle City and the number of

unplanned outages which occurred in the last year, as well as the Company's handling of the outage in

August, 2016.

5 27.

6

7

8

9

Brooke's complaint history f rom 2005 through 2016 is contained in Attachment B at

pages 14-15. Complaints f i led with the Commission have gone f rom a high of  40 in 2012 to 20 in

2016. Complaints in Circ le City have gone f rom a high of  13 in 2012 to zero in 2016. Of  the 20

complaints Bled in 2016 for Brooke, the top issues were billing, outages and customer service.

The Company also provided its call center statistics for January through August of28.

10 2016. The Company's call center categorizes the calls into of the following 11 categories: 1)one

11

12

13

14 29

15

16

17

service on request; b) close account (service off); c) statement and payment inquiry/bill copy; d) meter

re-read request; e) payment arrangement; f) leak report; g) water service interruption/conservation; h)

customer account inquiry; i) credit and payment process; al disconnections related and k) other.

With respect to outages, in addition to the service interruptions and outages

experienced during the event in August, 2016; Brooke has had 4 other unplanned outages and Circle

City has had 1 unplanned outage in 2016. The cause of die other four unplanned outages in Brooke

were to repair emergency leaks. Most were 2-3 hours in duration. The number of customers affected

was from 15-150.18

19 30. With respect to die August incident involving the Lakeside system, notification could

20 ha ve  a nd s hould ha ve  be e n ha ndle d m ore  e ffic ie ntly. Customers that had provided their emai l

2 1 addresses, if updated, received notices and updates. If a customer did not register his email address,

he did not receive a notice or update.22

23 31. Notifying County Officials, the Arizona Department of Environmental Quality

24 ("ADEQ") and others was clearly overlooked.

32.25 Staff had diff iculty reaching Mr. Hardcastle multiple dines throughout the outage. The

26

27

La Paz County Sherif fs off ice called to see if  we could contact Mr. Hardcastle or provide a number.

King Clapperton,  a  La Paz County Supervisor ,  advised that  he was a lso unable  to  reach Mr.

Hardcastle. The Staff had the same telephone numbers the County Officials were using. Staff agreed28
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1

2

3 33.

4

to get their messages to him if Staff was able to make contact. Later, Staff learned that at no time was

Mr. Hardcastle in the Parker Area duNg or after the outage.

Consumer Services began receiving calls Tuesday afternoon. Some customers did not

want to be identif ied and thus the Staff  agreed not to include their names in the Commission's

5 database.

6

7 34.

8

9

10

Finanvia/ Fitnerf ofBr0o/éeand Circle C29'

Brooke has not Bled a rate request since the early 1990s. The Commission's Revenue

Requirements and Audits Section looked at various f inancial indicators to gauge the continued

Financial Fitness of the Brooke Water and Circle City Water Companies. The Division also looked at a

history of certain Financial parameters for all of the Companies managed by Mr. Hardcastle over the

1 1 years  o

12 35.

13

14

15

16

17

18 36.

19

Brooke Water's last request for a rate increase was in 1991, which was prior to Robert

Hardcastle's purchase of the Company. The Financial analysis shows that in general Brooke has

consistency reported strong Net Income levels for all years during the review period (1999-2015).

Total revenues have stayed relatively Hat during this entire period and total net plant in service has

dropped slightly (from $865,213 recorded at the end of 1999 to $662,003 recorded at the end of 2015.

This indicates that only small additions have been made to plant during this 15 year period.

Brooke reported Net Income in excess of $300,000 in 2015 on a remaining rate base

of approximately $662,003. Based upon Staffs very cursory review of this matter, Brooke appears to

20

2 1

be over-earning.

The annual cost-of service utilized to set the Company's rates included a recurring37.

22

23 F or ins ta nce ,  in  2015 ,  re porte d  re pa irs  a nd

24

25 38.

26 39.

27

level of annual repairs and maintenance expense of $267,309; however actual repairs and maintenance

expense has been substantially below this level.

maintenance expense were $89,508.00

The Company is considering filing a rate case sometime within the next 5 years.

Circle City has not Bled a rate case since the 1990s. It has routinely reported

substantial Operating Losses during the approximately 15 year period (Ag. (92,158) in 2015).same

28
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1

2

3

5

7

8

9

10

1 1

12

13

14

15

16

17

18

19

20 43

21

22

23

Total reported revenues were relatively flat during this period of time. The data also suggests that

relatively substantial investments were made in plant-in-service in 2008 and perhaps againin 2012.

I-M109of t/2e CowpafykManagenzenl ofOZ/9erAri:{0na Wafer Cow/annie;

40. The Utilities Division was asked to also look at the management of companies

affiliated with Brooke and Circle City in Arizona and issues arising during their operation under BUI

At the Special Open Meeting, Mr. Hardcastle stated that he has been in the water

business for 25 years. During that time he stated that he has had 11 different companies, 43 different

water systems, and responsibility for 11,000 customers. In reviewing the history of water companies

owned by BUI in Arizona, BUI has purchased companies that were in Financial distress (Consolidated)

and suffered from various problems, predominantly those associated with water shortages

acquired several, including Brooke and Circle City, in an auction conducted as part of a Chapter 11

bankruptcy proceeding involving Consolidated Utilities

Several others, including what later became the reorganized Payson, Tonto Basin

Navajo, Strawberry and Pine companies, were purchased at a time when the companies had

outstanding Orders to Show Cause with customers experiencing billing issues, water service issues and

water shortages. See Decision No. 58779. Prior to BUI taking over from the previous owner, Rich

Williamson, the systems were in a deteriorating state. Following is a short history of the BUI affiliated

companies in Arizona

Pine Wafer Cowpary and the Xtrawberpl Wafer Cowpafy

Pine provides water service to approximately 2,000 customers° in Pine Arizona, an area

located 15 miles northwest of Payson in Gila County, Arizona. The Strawberry Water Company

provides water service to approximately 1,079 customers in Strawberry, Aiizona.7 Pine in particular

suffered from a myriad of troubles before it was purchased by Mr. Hardcastle and Brooke Utilities in

24

25

26

1996. The territory served by Pine was subject to water shortages, where groundwater is the primary

source of water. Pine \Y/ater's service area was susceptible to shortages in dry years and during the

summer mondms when demand was highest. Various decisions of the Commission, Decision Nos

27

6 See Annual Report for year ending 12/31 I08/
7 See Annual Report for year ending 12/31 /08
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1

2

56539 (July 12, 1989), 56654 (October 6, 1989), 57047 (August 22, 1990), and 59753 (lily 18, 1996),

imposed a moratorium, and prohibited additional main extensions with some slight modifications in

the later decisions to allow a limited number of new service connections under certain conditions.3

4 44.

5

6

It appears that BUI invested substantial  capital  (81.2 mi l l ion) in the Pine and

Strawberry Water Companies to improve their operational eff iciency and to augment their water

supply. His most significant improvement was "Project Magnolia," an eight-inch, 10,300 foot long

7 water pipeline connection from the Pine Water system to the Strawberry Water Company. It can

8 m o re

9

transport more than 700,000 gallons of water daily from Strawberry (where groundwater is

plentiful) to Pine or vice versa. New wells were drilled by both Companies and storage capacity was

10 added to both systems. In addition the Company also represented that it recaptured water by

The11 repairing leaking infrastructure and more than 700 leaks in the combined System areas.

12

13

Companies also replaced non-functioning meters (approximately 400) in the combined serxdce areas

The improvements were such that die application of Pine for modification of the moratoria on new

14

15

service connections and main extensions was approved subject to certain conditions

Pine Bled a rate case in 2003 and the Commission approved a settlement agreement45

16

17

18

19

20

2 1

22

with modifications. During this case, the issue of lack of timely responses to customers came up The

process required customers to call a 1-800 number to report leaks. It was reported that it often would

take hours, if not days, before a service person dispatched to repair reported leaks. When the

Company s actions were compared to its guidelines, the Commission noted that the policy described

in the Company s written guidelines was not being followed consistently. Decision No. 67166 also

noted that calls to the call center in California are often dropped or, even if the caller gets through to

an operator, responses to reported leaks are not investigated in a prompt manner

In Decision No. 67166 the Commission found23

28

We believe that it is incumbent upon a Public serv ice corporation to be

responsive to customer inquiries of all types, but especially in situations where

leaks or outages are reported that have the potential to jeopardize the health

and safety of the customers served by the utility. The Commission recognizes

that Pine Water has a customer service problem

De cis ion No
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1 The Commission also noted in that decision that Brooke Utilities call center employees

have no customer service training. Various remedial measures were ordered, including implementation

47.

2

3 o f im prove d  c us tom e r serv ice procedures, personnel training, response times and reporting

4 re quire me nts .

5 48.

6

7

8

9

10

As discussed earlier, the assets of both Companies were subsequently condemned and

acquired by the Pine-Strawberry Water Improvement District. The Final Orders of Condemnation

were entered by the Yavapai Superior Court on October 6, 2009. An ad taken out in a local

newspaper by customers in support of the condemnation stated that there had been inadequate

investment and referred to poor customer relations and poor billing clarity. Mr. Hardcastle responded

in a letter expressing his belief  that customers were dissatisf ied with the cmtaiMents that had

11 occurred.

12

13 50.

14

15

16

17

18

Po)/Jon Wafer Cowpafy, Tonto Basin WaferConzpafy and Navajo WaterCowpony

Payson Water is located in the Payson area of Gila County and consists of nine

independent water systems including Mead's Ranch, East Verde Estates, Flowing Springs, Geronimo,

Mesa del Caballo, Star Valley/Quail Valley, Whispering Pines, Star Valley and Deer Creek Systems. In

2005, the systems served approximately 4,100 customers. Payson Water was plagued with a history of

water shortages as well. BUI acquired United Util ities in 1996. in 1998, die Company f i led an

application for a Curtailment Order and a moratorium on new connections, line extensions and an

19

20

2 1

22

23

24

25

26

27

28

emergency interim rate increase. The Company was experiencing numerous issues, most importantly

water shortages. On July 6, 1998, the Commission's Utilities Division had received a petition signed

by a significant majority of the customers of Mead's Ranch complaining of continual water outages

and what was termed "an inadequate water delivery system" and that United's parent corporation,

BUI had failed to address the problem after acquiring United in 1996. The Commission noted that, M

the capital plan presented by the Company, no allowance was made for either well improvement or

the cost of a new well to increase water production At the time, it was represented that Mead's Ranch

had only one 800 foot deep well in use since 1956 which could not meet demand. The Commission's

Order stated that the well was producing approximately 77 gallons of water per customer per day

which was inadequate to serve the ten to twenty customers who were full time residents at the time.

De cis ion No .
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1 In 2004,

2

3 51.

4

5

6

7

8

9

10

Additionally, it was brought out that Mead's Ranch was unmetered. Brooke filed a

curtailment plan tariff which was approved by the Commission in Decision No. 67821 .

Payson filed an application for the emergency implementation of a water augmentation

surcharge or emergency rate tariff due to water shortages on its Mesa Del Caballo System in 2010.

The Company claimed that it could no longer augment the water supply for this system and in 2009 it

states that it absorbed $59,137 M water hauling costs for this system. The emergency water

augmentation surcharge tariff was approved on September 28, 2010, in Decision No. 71902. Water

shortages, turn-offs and augmentation charges in its various systems also spawned a host of formal

complaints. Payson was one of the Companies sold to J.W. Holdings in 2013 pursuant to a Stock

Purchase Agreement.

11 52.

12

13

14

Navajo provided water service in the vicinity of Show Low, Navajo County, Arizona.

Navajo had three separate systems: ll Chaparral Pines System, 2) the Laguna Estates System, and 3)

the Summer Pines System. Navajo was acquired by BUI in a stock purchase wherein Brooke acquired

the outstanding stock of Richard S. Williamson in United Utilities. Navajo Filed for a permanent rate

15 increase in February 24 1999, which was granted in Decision No. 62631 dated March 6, 2000. E-

16

17

18

19

20

21

22

23

24

25

26

27

28

Docket shows applications for a curtailment tariff, water augmentation tariff and cross-connect tariffs,

suggesting that water shortages were also an issue. A scan of eDocket reveals nothing remarkable

with respect to BUTs management, prior to its sale to /.W. Holdings in 2013.

53. Finally, Tonto Basin, was also acquired from Richard Williamson in 1996. It had an

active Order to Show Cause (OSC) pending before it was acquired by BUI in 1996. The Complaint

Meged that the prior owner had: 1) failed to pay APS electric bills violating A.R.S. Section 40-361(B);

2) failed to file main extension agreements with the Commission for approval, violating A.A.C. R14-2-

406(M); 3) failed to ma.ke appropriate refunds of advances paid under main extension agreements,

violating R14-2-406(D) and (M); 4) failed to accrue interest to customers deposits, violating A.A.C.

R14-2-403(B)(3); 5) failed to credit deposit interest to customer bills annually, violating A.A.C. R14-2-

403lB)(4); failed to refund customer deposits after the customers established a twelve month "good

payment" history, violating A.A.C. R14-2-403(B) (5); 6) failed to obtain Commission for the transfer of

the Portal W well, violating A.R.S. Section 40-285; 7) failed to provide adequate, efficient and

De cis ion No .
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1

2

3

4

reasonable service by not following proper customer deposit procedures, violating A.R.S. Section 40-

361 (Big and 8) failed to provide adequate, efficient and reasonable service by transferring a well asset

violating A.R.S. Section 40-361(B). The Commission dismissed the Complaint after BUI provided

docurnendng demonstrating that all issues had been resolved.

5 54.

6

7

8

9

Thereafter, a scan of e-Docket indicates that this Company's history under BUI

appears to be largely unremarkable. There were applications f iled for curtailment tariffs, water

augmentation fees and other similar items suggesting that water shortages may have been an issue for

the System. Tonto Basin was one of  those sold to ].W. Holdings in 2013 pursuant to a Stock

Purchase Agreement.

10 S TAF F  ANALYS IS

11 55.

12

13

14 56.

15

16

17

18 57.

19

20

2 1

22 58.

23

Neidier Brooke nor Circle City suffer from frequent water shortages which have

plagued several of the other companies managed by Mr. Hardcastle in Arizona. However, like other

systems he has managed, the plant in service is older and is nearing the end of its useful life.

From an operational perspective, Staff Engineer Smaila reported that the mechanical

plant for Brooke is in good operating condition. He also reported that the System Manager/Operator

was prof icient in his duties; although he lacked suff icient training in Pressure Reducing Valve

operation and repair.

Financially, despite the fact that he has not been in for a rate case in many years,

Brooke shows strong financial performance. However, some expense levels approved in the last rate

case are considerably out of date suggesting a need for a rate review. Circle City has been operating at

a loss for this same time period suggesting that the company should come in for a rate adjustment.

The Brooke and Circle City Companies' unplanned outage reports to the Commission

do not suggest anything out of the ordinary. However, the August 2016 outage was more serious and

24 probably the most serious outage in Brooke's history under Mr. Hardcastle's management. That

25 outage underscores the need for substantial improvement in several areas including plant maintenance

26

27

and repair, emergency reporting and customer responsiveness.

59. At  the Special  Open Meet ing,  concerns were raised about  bi l l i ng,  l ack of

28 communication and rudeness at the Company's Customer Service Center.
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1 60.

2

3

Staff's analysis reveals that the source of these issues is multifaceted. Brooke faces a

greater than normal risk of communication challenges during an outage because the manager member,

Mr. Hardcastle, resides/works in California, the existing call center has been in Costa Rica since 2007,

4

5

and the local operator is based in Parker. The Company primarily relies upon e-mail communications

between the manager, the call center located in Costa Rica, and local operations. If any of these are

6

7

8

not on e-mail for a period of time, communications will not be timely read and acted upon. This is

exacerbated by Mr. Hardcastle's reluctance to provide a cell phone contact, eider his personal or

second cell phone.

9 61.

10

11

12 62.

13

14

15

16

17

Mr. Hardcastle is rarely in Arizona either to visit the companies he manages or to meet

with county officials and customers. During the 3 day outage, he was trying to manage the outage

from a remote location in California, while on a planned vacation which began prior to the outage.

During the outage, Mr. Hardcasde did not reach out to county and emergency

personnel. One County official stated dirt the outage took place Sunday evening and he did not hear

of it until Tuesday afternoon from a constituent. Not all customers were noticed of the outage and

given regular updates. Emergency management stated at the Special Open Meeting that they cannot

do their part widiout everyone being informed. Another County official at the Special Open Meeting

indicated that the problem with poor comm cations has been ongoing since Brooke took over the

18 system.

19 63.

20

21

22

This communications breakdown also manifested itself in the Emergency Operations

Plan ("EOP") which the Company has put in place pursuant to ADEQ requirements. Mr. I-lardcastle

revised the Brookes' EOP on August 29*'* to address deficiencies in die prior EOP. The revised EOP

is attached as Exhibit A. While the Plan calls for communications with and by the Company's

President under certain levels of conditions, Mr. Hardcastle was not available at either the e~mail or23

24 phone numbers listed in the EOP. In addition, at the time the outage occurred.

25 64.

26

27

28

The Company either failed to do immediate follow-up testing of the water to ensure it

was safe or simply failed to inform the Commission and others that it had been done; so people were

lef t wondering if  the water was safe to drink. In the absence of any communication from the

Company on the safety of the water, the Commission asked ADEQ to go out and test the water. The

De cis ion No.
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1 Company also failed to arrange for bottled water and non-potable water hauling and instead the

2. County provided it.

65.3

4

An informal Complaint was also recently Bled in July, 2016 with the Conlmission's

Consumer Services Division, regarding a dispute about an easement. Brooke claims an easement for a

5 high pre ssure  wa te r ma in which appa rently across  an individua l's  prope rty.runs However, the

6

7

8

9

10

1 1

12

easement was apparently not recorded. Brooke Lakeside's predecessor water company owners

apparently installed a high pressure water main down the middle of the two parcels following the

property line, according to Mr. Hardcode. The two adjoining property parcels affected were at one

time owned by different parties. The Complainant bought the interest of the other parcel and now

wants to build a stnlcture across both parcels but dire high pressure water main would be below the

proposed structure. Mr. Hardcastle and the customer have apparently discussed several options

including relocation of the main to the north side of the two parcels. The parties have not reached

13

14

15

any agreement yet on what can be done. While such property disputes are normally under the

jurisdiction of the Superior Court, as an step, Staff believes that the Company should map the

existing location of the underground high pressure water main on the affected parcel.

16 STAFF RECOMMENDATIONS

17 66. Staff believes the following recommendations will assist the Companies in resolving

Staff has spoken to Mr.18

19

issues and remedying existing operational consumer service concerns.

Hardcastle, the managing member of the Companies, about these recommendations.

20 ii/item, Operational and Engilzeenlng Remwmendalions

67.21

22

The Company should be required to (for Brooke Lmless otherwise indicated:

Contact ADWR to discuss a path to becoming immediately compliant with

23

24

25

26

b)

departmental requirements governing water providers and/or community water

systems. (This applies to both Brooke and Circle City).

File an application for a Curtailment Tariff with the Commission.

theRefile Backflow Prevention Ta riff the revised Cross

27 Conne ction/Ba ckflow Ta riff form.

28 d) Repair the rusted areas of the 50,000 gallon storage tank and inspect the tank interior.

utilizing
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1

2

3

4

5 8)

6

7

8

h)

Recoat the interior of the 50,000 gallon storage tank with National Sanitation

Foundation approved coating if the tank interior has been compromised.

Adjust or repair the altitude valve controlling flow to the 100,000 gallon storage tank

to stop the water loss through the tank overflow piping.

Hire a ti ed technician to perform whatever is required to eliminate water loss at this

location, if the operator is unable to adjust or repair the valve.

Provide means to train the operators in PRV diagnostics and repair.

Recondition the exterior surface of all tanks and develop a schedule for tank

9 maintenance.

1 0 i)

1 1

1 2 k)

Sample the drinking water at several locations in the distribution system to assess the

safety of continued utilization of the current asbestos-cement piping

Install a meter on the backwash piping as soon as practical so that the water loss may

1 3 be determined.

1 4 Confwrzer SeruifeReaomnzendationy

1 5 68.

1 6

The Company should be required to (for both Brooke and Circle City)

Utilize the new Outage Reporting Form on the Utilities Division website for future

1 7

1 8 b)

1 9

20

2 1

22

23

24 d)

outages.

Immediately notify not only the Commission, but the County Sheriffs Office, the

County Office of Emergency Management, the County Board of Supervisors, (Other

County Of8cials?), the Arizona Department of Environmental Quality, when an

outage occurs as per the revised EOP.

Include an Outage Message to all who call the Call Center of the outage and ensure it

is updated as needed.

Conduct an outreach effort to obtain email addresses for a more timely notification to

25

26

27

as many customers as possible.

Immediately schedule a customer service training program for Service Center

employees with a set of metrics commonly used to assess service center performance.

28

al
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1

2

3

4

f>

8)

5

6 h)

7

8

9

1 0

The Company shall chose among die metric in Exhibit B and provide Staff with

targets, implementation dates and reporting requirements.

Develop a Company website where customers can obtain information.

Conduct an extensive outreach effort at least twice a year with city and county officials

and customers to discuss communication, service quality and ideas for improvement.

Obtain a second cell phone (for Mr. I-lardcastle) for business use and provide that

phone number to officials mentioned in the Emergency Operations Plan (and any

other designated individuals). The phone should have the ability to monitor emails

and have other applications that might improve communication at critical times.

During an outage of a magnitude similar to the August outage, Mr. Hardcastle shall

1 1 commit to be present on~site or to have an indiv idual who is authorized to make

1 2 decisions in his absence.

1 3 i)

1 4

Periodically update its Emergency Operations Plan approved by ADEQ on August 29,

2016 to include such things as a phone number and e-mail address for the Companies

15 at which Mr. Hardcastle can be reached.

16 k)

17

Make good faith efforts to resolve the easement dispute which is currently pending as

an informal complaint; and map the Company facilities in the affected parcel.

1 8 RecwnfnendationsRegarding Financial Filnexx

1 9 69.

20

21

22

23

The Company should be required to for both Brooke and Circle City) :

File a System Improvement and Budget Plan with the Staff for review and input.

File a rate case by June 1, 2018 for both Brooke and circle City with a test year ending

not later than December 31, 2017 with a test year ending June, 2017. Compliance with

items addressed in this Report shall be assessed in the rate case.

CONCLUSIONS oF LAW24

25 1 . Brooke  Wa te r Compa ny a nd Circle  City Wa te r Compa ny LLC a re  public s e rvice

26 corporations within the meaning of Article XV of the Arizona Constitution.

27 2. The Commission has jurisdiction over Brooke Water Company LLC and Circle City

28 Water Company LLC and the subject matter of this Being.
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1 3. The  Com m is s ion, having reviewed the Staffs Memorandum dated September 20,

2 2016, concludes that Staffs recommendations are in the public interest and should be adopted.

3 O R DE R

4

5

6

7

8

9

IT IS  THEREFORE ORDERED tha t Brooke  Wate r Company LLC, Lakes ide  Divis ion, sha ll

comply with the Operational and Engineering recommendations contained in Finding of Fact 67.

IT IS  FURTHER ORDERED tha t Brooke  Wate r Company LLC and Circle  City Wa te r LLC

shall comply with the Consumer Service recommendations contained in Finding of Fact 68.

IT IS  FURTHER ORDERED tha t .Brooke  Wate r Company LLC and Circle  City Wate r LLC

shall comply with the Financial Fitness recommendations contained in Finding of Fact 69.

10

11

12

13

14

15

16

17

18

19

20

2 1

22

23

24

25

26

27

28
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1

2

3

IT IS  FURTHER ORDERED tha t Brooke  Wa te r Com pa ny, LLC a nd Circ le  City Wa te r LLC

s ha ll provide  monthly upda te s  on its  progre s s  in me e ting the  S ta ff re comme nda tions  conta ine d in

Findings  of Fact 66, 67 and 68.

IT IS  FURTHER ORDERED tha t this  De cis ion sha ll be come  e ffe ctive  imme dia te ly.4

5 B Y T HE  O R DE R  O F  T HE  AR IZ O NA C O R P O R AT IO N C O MMIS S IO N

6

7

8

9

10
CO MMIS S IO NE R F O RE S E COMMISSIONER TOBIN CO MMIS S IO NE R BURNS

11

12

13

14

IN W ITNE S S  W /HE R E O F ,  I,  J O DI A.  ]E R IC H,  E xe c u tiv e
Dire c to r  o f th e  Ariz o n a  C o rp o ra t io n  C o m m is s io n ,  h a v e
he re un to ,  s e t m y ha nd  a nd  ca us e d  the  o ffic ia l s e a l o f th is
C o m m is s io n  to  b e  a ffixe d  a t  th e  C a p ito l,  in  th e  C ity o f
P hoe nix, this da y of _ _ __, 2016.

15

16

17
t6DI AERIEZH
EXECUTIVE DIRECTOR

18

19 DIS S E NT:

20

2 1
DIS S E NT:

22 TOMB:nr/MAS

23

24

25

26

27

28
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1 SERVICE LIST FOR: Brooke Water Company, LLC and Circle  City Water Company, LLC
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appropriate. It is the Conlpany's policy to make emergency notiflcadons as quickly as possible
.afiel emergency event facts are reported, discovered, or understoodl. A11 ECN's infonnation
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n 1 . " -'IC uExpected duration (or ll - : H ¥9.;< an duration)

The formofECN shallgenerally have the folio~ 48 . =» ~le ==~~~Eh:
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In reporting a WSI the Company nonnnally Erst communicates with its customers and Emergency
Contacts by electronic mall and subsequently by direct telephone where desired, needed and/or
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We apologize for this service interruption and inconvenience. We appreciate
the patience andconc of all our customers.
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a d d r e s s e s  f o r  t h i s  u s e .  P l e a s e  c o n t a c t  t h e  C o m p a n y ' s  C u s t o m e r  S e r v i c e  C e n t e r  a t  ( 8 0 0 ) 2 7 0 - 6 0 8 4

t o  m a k e  s u c h  r e q u e s t  o r  p r o v i d e  a d d i t i o n a l  c u r r e n t  i n f o r m a t i o n
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e m e r g e n c y .
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Name of Water System:
Public Water System #:
Community Water System #2
Number Service Connections:
Persons Served:
Number of wells:

Water Treatment Method:
Water Treatment Restocked:
Water Treatment Filtering:
Fire Hydrants :
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Consumption Meter Type:
Electrical Utility:
Distribution Materials:
Backup Power Generation:
Pressure Reducing Valves :
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Turbidity meters :
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Docket No. W-03039A-16-0322 et al
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Docket No. W.03039A-16-0322 et al

Maiificatipn Pr99adure§

(AJLC. R17-4-II6. B.2)

In the event of anemergency the follow procedures should be instituted by all Company staff

and all other authorized representatives.

(1)
Ina

safe and professicmd manner.

(2)

The Company's On-C811 Operations (" s' personnel r to respond to an
emergency condition as quicklyas possible while at :~..-4» conducting themselves

Ops shallassess the natureof thewater system ckly vemfymg 11181 the
.-,ea j. ~f the

r.
`~. -1;

(3) *w »{>A'*

""'~'€.4:-3 ;~'!~.

wafer pumps,
Er of

..§_'1 'iv

(4)

genmalnannleofdlemumgencyisdilledy »~ :11a411
OpssiJa11 advisetheOpemaltions S I' ' f~,; 4¥ ; as.tothenactu1:eofthe

ency event, ==l 5 n believed for the

s p e c i a l  e q u i p m e n t ,  s p e c i a l t y  c o n t r é c t o e q l l i p m n e n t ,  p e r s o n a e .
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shall be notified of all Level
Stop water contamination(5)

(5)
(7)

u go mere affected.

*

(8) =e~-
.w

|5,
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|* .x
.*.'iii

the OP. Provide updates every hour or asI

130 »
Contact the mer Ser 1ce Center (
notification

'sh djrecte

magenc5rindudingWelocauionof . '». -
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Z" or oiiaezr provlde emergency contain
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a n IEEE! "s

CO

sh electronic mail clistribudon list for
Provide subsequent telephone contact

4 :
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.
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3
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.g 1 r2'i;=~._ 8>̀ »Le co »»»i3== devloes including cell phones, test
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@15 . the Arjuna 'w
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wake a:.ll | : 'Q ~:-;~
-..;._'n,_*. v.. •

1 | r o »= f a duracllon longer then four (4) hours.
an W = = * be used 1nIt1aLI1yb1N dl notlicallons must Include an emnaul

L 5-  154 I * lDO I i!3.1i°lt eo1n1Ennln8d1on. NOTE NOT ALL REGULATORY4-:

a ¢¢. . •

t1t>>8=r§-:

(11)

(9) corporate office representatives,.as necessary, public
others in the aEected service area

Cont (%6rporation~Ciimm1ss1on (602 542 2237) and the Arizona
Dep end ofEnvit°onn1ental Quality (hotline number: 800-234-5677) to advise of all
water e ` on occurrences or threats, terrorists incidents or threats and any
intenuptro Nottflcation via
telephone
and/or fax no
AUTHORITIES OR GOVERNMENT AGENCIES DESIRE TO BE CONTACTED
AT THE sA1vrE LEVELS OF EMERGENCY.
As circumstances require, or at the specific direction of the Company's President, local
media will be contacted with a public information request '
If required or at the specific direction of the President, customer notices would be posted
in reasonable conspicuous public locations, onexisting water company property,
broadcast on local radio and/or printed in a general circulation media. Customers, local,

(12)

R f
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state, regional, and fedreal agencies will be advised by use of electronic mail distribution
lists.
Ops shall, where circ yes require, always flush, chlorinate, and take water test
samples of WSI's involving broken pipes and water contamination. Results of water
samples shall be submitted to the Company's President as soon as they are received.
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The CSC Team Manager supervises other CSR's while taking customer TM processing credit
card payments, dispatching Service Orders ("SO's") to the OperatiOns Department, arranges new
service connections, manages the Customer information System

' The CSC maintains records of
all inbound and outbound customer calls, keeps updated

do . * accounts where applicable.
The CSC determines late paying customers and issues disconnéCtifin lists to the Operations
Department for processing. When call volume leds
process inbound calls an automated. system>
message with brief details of the nature of tai =~:3r"'».,
reasonable effort to return messagelleft calls "
Company maintains detailed monthly service recur

s"), provides infonnalional
and documentation support for processing customer of ll .. =§
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The Customer Service Center is staffed by up to five CUstomer Service Representatives
("CSR's") during regular business hours of 0800 hours to 1600 hours daily (Arizona Mountain
Time). The CSCcan be reached at (800)270-6084 at all times.
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4.1-2399 or 800 234-5677 (hotline)
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Docket No. W-03039A-16-0322 et al

Brooke Water LLC will provide emergency water supply via bottled water delivery and/or water
hauling as the situation requires. The following are potential alternative vendors for replacement
of failed components :

Levvus Electric:
Dana Kepler Co. :

928-468-6320
928-537-4076
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Bacldow and cross conggction problems are recognized caused in situation of microbiological
or chemical contamination of a water supply. Implementation of Brooke Water LLC's Backflow
Prevention Plan is wdlized to reduce the frequency of this situation In addition, Brooke Water
LLC Brooke Water LLC collects water samples regularly which are submitted for
microbiological sampling required by state and federal regulations to Legend Technical Services
of Arizona (602-324~6100).
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Once identified, the cause of the contamination shall be immediately isolated or
disconnected.
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of the affected area .
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would also be isolated and appropriately treated, disinfected, or
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"Alternative Sources Of Water"). 1
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. ¢ ACC, ADEQ and all affected or potentially affected customers would be immediately
notified in accordance with tlle Notlcation Procedures,
Once the contamination has been neutralized, additional laboratory testing would be
performed until Total Coliform levels are within the acceptable range (0.05 mg/1) for safe
drinldng water and service may be restored

Collapse ofReservoirs
(A.A. c. R-18-4-116. A_ 5)
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Flushing Procedures  :

Once repairs are Completed the affected portion of the distribution lines will be flushed using the
most appropriate outlet within the isolated area Flushing should be completed by opening the
valves in the closed area only after opening the appropriate flush out valve. These valves should
be closed one at a time in order to allow release of all water in the distribution lines during the
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with Arizona Department of Environmental .
completion of the Hushing and prior to returning the system t_Q §;§S1vice, the affected area will
be tested for a chlorine residual at each of the flush out If the chlorine residual is not
evident, that portion of the system will be flushed and

. be taken. This procedure will be repeated until a s
Residual tests would continue for a period not
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@
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hours thereafter.

5* . v.

"NI 48 .
affected portion of line has adequate residual be takleml vln'1i11n 24

4. \ .as :

Disinfection of the aEected portion of the dlstlnbution system w111 be conduced in accordance
Quality ("ADEQ"),5fegl11adons. Specifically, upon

Disinfection and Testing Procedures:

time of the con son, emergency and/or repair efforts. If air is found in the lines it will be
necessary to aNd/or repair eEorts. If air is found in the lines it will be necessary to allow free
How until most of the air has been removed from the system.
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The following critical system components shall remain in service or be restored to service as
quickly as possible:

1.

2 .

3 .

4 .

5 .

6 .

Critiga1.system C01I1vQnei4!§_that Shall Remain .in
Restored as Qqj9!dy_as_.Eossib1¢

PreSsure tanks

D1s11ib11tion System
Various blow-off valves

Electrical supply to sites, booster sites, pressure W
Storage tanks
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For the Company's Customer Service, Staff recommends the Company provide the following
mformatlon within 60 days of the Decision in this Docket

1. CallCennner Matrix- Please provide an organizational Chan of the company's call costa.

2. Call Cenlter Hours of Operation- Please pr0vlide the operating hours of the company's
callcentalmcludinlgeachday oftheweekwhen dxecallcenteris opetational amd the
operating hours for each opaatinlnal day.

3. Ca.llCen»terA&erI-Iours -Please discuss ldetailho 'the companlyhmndlx Hine=»»u¢y
calls aftel: hours.

4 .  F i r s t Call resolution - Provide the percentage of ca]]s that the agent resolves the ca]]er's

issue without having to escalate, transfer or return the call.

5. Percentage of calls blocked._ Provide the percentage of callers that received a busy tone
when they call

6. Average mc in queue - Provide the average amount of time callers wait in call queues
before an agent responds.

7. Average after callwork time - Provide the average amount of time an agent spends
completing work related to the call after they Finish the call.

8. Service level- Provide the percentage of calls answered within a specziiied number of

seconds.

9. Average abandonment rate ._ Provide the percentage of callers who hang up before

I€2.chjIJg an 2.g€i1t.

10. Agent turnover rate - What is the percentage of agents who leave the call center?

11. Average speed of answer - Provide the average amount of time it takes for the. to be

answered by an agent or the Automatic Call Distributor (ACD).

12. Average handle time - Provide the average amount of time an agent spends speaking with

the caller, including hold time

13. Schedule adherence - To what extent do call center ageist adhere with their assigned

schedule?

14. Escalation Matrices __ Provide a matrix of the how calls are escalated to center
supervisors and ncianagers.

15. CallScripts - Please provide copies of scripts provided to agents on how to respond to
general and specific types of calls.

.
16. Step-by-Step Call ResolutionFlow Charts - Please provide flow charts for call resolution.

17. Call Center Training - Please discuss the training'  ' ordered by the company to its call center
agents. | .
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